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'A trip of thousand mi les starts 
with a single step' 

Lao Tzu 



Preface 

In the text box at the previous page a Chinese phrase is given from Lao Zhu. I think this statement 
gives a good impression of the research I worked for from February this year. I think the research can 
be compared with a trip of thousand miles and I took one of the first steps last year. Although I 
started this research with the idea to do the whole trip in one pull, I found out soon that this was an 
illusion. I hope that the other steps will be taken during the following years and that I have convineed 
other people of the importance of communicating about quality by making the topic explicit. 
In appendix 0 a vocabulary is given. This could be helpful when reading this report. 

Last year I worked on this research with enthusiasm. It was a challenging project that I couldn't finish 
without the help of people mentioned below. I want to thank them all fortheir enthusiasm and help. 

First, Joost Grootenhuis, he supported me from the beginning till the end and spent his holidays by 
reading the documents. His critica! view from practice as well as the scientific approach and his 
involvement were very helpful to come to this result. Changing jobs was no reason to stop as 
supervisor and I'm really thankful for spending so much time for supporting me. 
From the university I want to thank Gordon Brown and Leonie van de Ven. I think this couple was a 
good combination for this research. The analytic approach of Gordon and the more pragmatic 
approach of Leonie were sametimes conflicting but we came often to an agreement about the way to 
go. 
Besides my supervisors I need to thank some other people who helped me to improve the quality of 
this research; Mrs. Winters for arranging a meeting in Copenhagen at Gehl Architects, Lucienne and 
Lilian, who helped me by checking the English spelling and all professionals, who I interviewed. I want 
to thank my family, friends and Bram, who are glad that this research has come to an end because 
they have heard the term quality too often during this period. 

Special thanks to all the colleagues of Draaijer & Partners bv, who stimulate me during my research 
and who were always prepared to help me and to give me advice. I am pleased that they give me the 
possibility to do this research at the company and I'm glad to start my career at Draaijer & Partners 
bv. 

Bunnik, December 2006 
Hetty van der Pennen 
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Summary 

Introduetion 
During the last years diverse city centers of medium-sized cities have been redeveloped, some of 
them have been constructed 20 years ago and sametimes reconstructed 5 years ago. 

The reason for the redevelopment of urban areas is aften described as the decreasing 'quality' level of 
the built environment. In articles, books and other studies the word 'quality' is used but the definition 
of the word is nat clear. 

Research 
The goal of the research is: 

Develop a tooi, focused on centers of medium-s1zed citles, which stimulates the 
communication about quality and which takes the first step to guarantee the quality during 
the real estate process, from the point of the Jocal authority and users. 

The main question is: 

How could a tooi support the decision-making of a large-scale-redevelopment in centers of 
medium-sized cities, during the real estate process, by communicating about quality? 

Quality 
The term 'quality' is a vague term, it is important, and it is aften used, and that makes it a 
complicated term, but what does it mean? 
The government emphasizes the importance of the 'quality' in the built environment, but a clear 
definition of 'quality' is nat given. 
How can people deal with this important aspect of the built environment if nobody knows exactly 
where they are talking about, or better formulated, nobody knows where other people are talking 
a bout. 
In literature three va lues are filtered out, which refer to the description of 'quality' in the Fourth Policy 
of Spatial Arrangemene and make the term more clear. The three values, usable-, experience- and 
future-value farm the basis of the term 'quality' of the built environment in this research. From these 
three values the experience-value is the hardest to work with, because it is about feelings of people. 
The charaderistic of these aspects is that the experience-value is a combination of 'provided- and 
expected quality'. The gap between these two aspects must be decreased during the project. 
Keeping the 'quality' on the desired level can be seen as 'quality assurance'. This contains three parts, 
namely, the denotation of 'quality', ways to ensure 'quality' and ways to measure 'quality' to ensure 
the presence. 

Large-Scale-Development 
'Quality' is an 'event', this means that it refers to something. So for defining 'quality' you need to know 
where people talk about. This research focuses on city centers of all medium-sized cities, with the 
fundions working, living, shopping, leisure, infrastructure etc. The location of these city centers farms 
a complex context, because of the high building density and the central location within the city. This 
needs a comprehensive approach, what means the synchronization of scale levels, policy sectors, 
phases of the real estate process and actors. 

Real Estate Process 
The redevelopment of a city center takes a long time. The whole period is called the real estate 
process. The process is split up in six phases. The two phases in the beginning are the most important 
for the 'quality' because the impact is larger and there is more influence on the final result. But the 
final phase after realization, the exploitation & management phase is also important to keep the 
'quality' on the desired level. This part of the processcan be approached with the system approach. 

1 VROM, Fourth Policy of Spatial Arrangement; the way to 2015 (1998) 
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Actars 
Not in all phases of the process the same actors are involved. Sametimes you don't have the right 
information from the right actors at the right moment. These differences make it hard to keep the 
'quality' at the desired level during the process. To make this easier it is important to know the values 
of all actors and their future vision. 
From the involved actors two groups are the most important for this research. The first is the local 
authority because they have some instruments to define 'quality' and they are involved during the 
whole process. The other actor is the user. This group must be involved to keep the 'quality' at the 
desired level, that means decreasing the gap between the 'provided- and expected quality'. For 
'quality thinking' it is good to combine the real estate development- and real estate management part. 
This stimulates the long-term-relation of the actors to the project. 

Application 
'Quality assurance' gives the importance of measuring 'quality' and to ensure the presence. For the 
experience aspects it is difficult. Therefore a method from the psychology is used to get clear the 
perception of people about the 'quality aspects'. The method is called the Semantic Differential 
Method. This method is used during the application to show that there is a difference in perception 
between the actors. The developer is the actor with the biggest difference in affective reaction of the 
aspects 'Identity' and 'Social Safety', related to the other actors. The application is also based on 21 
interviews with professionals. From this research the implicit way of dealing with 'quality' is observed. 
The comments from the respondents about 'quality' of the built environment are mainly part of the 
synchronization of the characters of a comprehensive approach. 

Quality Tooi 
The theory and application form the basis for the tooi that supports the decision-making of a large
scale-redevelopment in the centers of medium-sized cities, during the real estate process, based on 
implementing and keeping the 'quality' on the desired level. The 'quality aspects' are the basis of the 
content of 'quality'. The list forms a checklist used to define the ambition level and strategy for the 
project. The assurance cycle is implemented to keep the 'quality' at the desired level during the real 
estate process, from initiative till definitive design and during the management & exploitation phase. 
The tooi is constructed to fundion as communication instrument mainly. 
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This research forms the basis to work with the term 'quality' in the built environment. Some ways of 
using the Semantic Differential Method for the built environment are mentioned but it has not resulted 
in a useful tooi that makes clear the perceptions of people about a project. 
A tangible result of this research is a 'quality' tooi. This tooi is a communication instrument that 
instigates the discussion and communication about 'quality' and implements it in a process on an 
explicit way. The tooi cannot guarantee the 'quality' orenlarge the initial life cycle. 
This research forms the first step in the 'quality thinking', more studies need to be done to guarantee 
the 'quality' of a city center. 
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1. Introduetion 

1.1 Motivation 

Local authority Landgraaf and Johan Matser sign agreement 
LANDGRAAF - The local authority Landgraaf and Johan Matser Project development bv 
came to an agreement for the development of the shopping- and living complex in tl1e city 
center of Schaesberg. Signing the cooperation-agreement will officially validate the master 
design of the city center. 1 

Every day organizations, like PropertyNL and IKCRO, are sending newsletters, by e-mail, with recent 
information about the real estate market Reading the daily update of the e-mails, the amount of 
news flashes about projects focused on the redevelopment of centers ar subcenters in cities and 
villages, is notable. 

But why are there still sa many problems in the built environment? Why are cities busy redeveloping 
their centers? 

First the fact is pointed out that a lot of areas have been redeveloped and that some of them have 
been constructed 20 years ago and sametimes reconstructed 5 years ago. 
An example is the urban district center Kanaleneiland in Utrecht. The redevelopment plans for the 
ambitious redevelopment are ready while it is just 7 years ago, that the center was renovated. This 
area is known for the social problems, like limited diversity of inhabitants, criminality, troubles of the 
younger people and the public spaces that are neglected. This is why people don't feel comfortable in 
this area. 

Jacobs describes the problems in her baak as follows: 

This is not the rebuilding of cities. This is the sacking of cities.' 2 

If the redevelopments of these centers will be done in the same way as twenty years ago, the same 
articles will appear in the newsletters over twenty years again. This is also the point of attention for 
the development of Nieuwegein, which has been redeveloped fifteen years ago, according to 
Stekelenburg ( 1999). 3 

'If the optim1st1c bas1c ideas wil\ nat be fully reached, Nieuwegein has a problem over 15 
years again' 

In the literature different articles are published related to this problem. The central aspect connected 
tothese problems is quality. 

1 Newsletter PropertyNL (February 17" 2006) 
2 Jacob~ J. (1962) 
3 Artiele at http:/jwww.classic.archined.n!jnews/9902/nieuwegein.html (visited July llf' 2006) 
4 

The results are basedon a research of NOVA, television viewers give their apinion about diverse places in the Netherlands 
5 www.grachten.nl 
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The architect Jan Hoogstad relates the definition of quality to the future in the next comment: 

'A oty is like wine, it must be old to have quality and it must have qualtty to become old' 

For the diverse projects it is important to have a long-term vision about the term quality, to offer the 
area a better perspective tin the future. 

Hoefsloot (2000), chairman of NEPROM ciarifles in his artiele 'Project developers as co-makers of 
Holland' the problem of the future-value of an area. 

'Above all, the focus on sustainability and the future-value could be more tmproved to 
spectfy these qualities and to select on this m development- and destgn competittons. The 
government plays an important role.' 6 

The authorities deal with quality fora long time and the term returns in the National Spatial Strategy.7 

The two terms quality-ambitions and spatial quality are mentioned repeatedly. This makes clear, that 
the authorities admit the importance of quality. But a clear definition of quality is not given, so how 
could the lower authorities implement this term, as the description of the governmental authorities is 
not clear. Another aspect is that the governmental authorities want a langer future-vision but in the 
research about this aspect they don't mention this way of thinking. 

'First Chamber asks for long-term vision in spattal planning' (January 18u. 2006) 

Besides the focus on the long-term vision, the communication between the actars is also an important 
issue in the quality thinking8

. This is mentioned by the professionals themselves, like architects, see 
next text box. 

The best assurance of quality IS a contmuous discussion wtth all acters about what quahty is 
and how the quahty needs to be reailzed.8 

So a lot of professionals pay attention to quality and the future-value in the field of large-scale
development but it sticks to ideas and assumptions. 

'Everybody is tired about the total concepts, but you need to have the time, insptration and 
vision to make something really good. There are enough chances, but it is wrong to 
decrease the quality level afterwards. There are a lot of developers, who could give the local 
authorities advice. Comprehenstve developing fits seamless in the current governmental 
policy to restriet their activities te the care-business and to handle over more to private 
actors. It is important to take the responsibility for a langer term into account, not only a 
short period. If you cannot drive satisfied through the area after ten years you did nat do a 
good job.' 9 

In the literature a lot of difficulties are mentioned which are the result of a braad social discussion 
about the term spatial quality since the end of the eighties: spatial quality is an undefined 
communication instrument which guides the process of impravement of our built environment. 
For the process of large-scale-development the spatial quality has become an unavoidable term. The 
social issue of a constant 'higher' quality level stimulates the government as well as entrepreneurs to 
provide better achievements and products. The governmental policy is guiding through rules and 
regulations and is stimulating. Rules can obstruct the realization of spatial quality, so there is no need 
to clarify quality by giving rules and restrictions but to make the discussion more fluent. 

6 Dissertation of Nepram (2000) 
7 VROM (2006) 
8 

Quality thinking means: During the real estate process continuously be a ware of the quality level of the project by taking the 
quality issues explicitly into account 

9 Stimuleringsfonds Architectuur pp. 13 
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This is the main target of this research: Making a tooi that ciarifles the term quality, and supports the 
decision-making during the process. The tooi must be used in diverse projects and need to make the 
actars aware of quality and tries to make the term explicit. 
The discussion and communication about quality is difficult when the actars don't know where they 
talk about and when they don't know what other people think. So for a good discussion the actars 
need to know the perception of quality from different points of view. A methad to find out what these 
perceptions are is useful for the implementation of quality in a real estate process. This methad must 
be implemented in the tooi so the decision-making becomes easier. 

1.2 Problem 
Different reasans can be mentioned that are responsible for the disfunctioning of an area, like limited 
housing supply, social problems, dull image etc. In the Netherlands different areas can be mentioned 
where you can find these kinds of problems. 
A lot of these projects are still handed over 15 or 20 years ago. At this moment many of these centers 
differ from the contemporary demands/wishes of the users. The only thing left is demolishing the 
buildings and rebuild them. 1t is all a bout quality but still it is hard to give an explanation for these 
problems. 

Peters (2005) describes the feature of quality as follows: 

"If we can see it, if we can experience it, we aften know that it exists; and if it IS missing, 
we aiso know that". 10 

So the basic problem is to make the definition quality ready for use. What is quality of the built 
environment and how to make it applicable within an urban area? 

The focus of the research is: Creating a tooi, which can be used to support the decisions in the real 
estate process about quality. Befare creating a tooi the following aspectsneed to be observed: 

• What is quality? 
• What project is considered? 
• Who are the actors? 
• What are important moments of the real estate process? 
• How to figure out the perception of people about quality? 

1.3 Research Schedule 

Formulation of the Prob/em: 

For a large-scale-development in centers of medium-sized cities, a tooi is missing to make 
clear and verify quai1ty. 

Goal: 

Develop a tooi, focused on centers of medium-sized cities, wh1ch stimulates the 
communication about quality and which takes the first step to guarantee the quallty during 
the real estate process, from the point of the local authonty and users. 

Question: 

How could a tooi support the declslon-makmg of a large-scale-redeveiopment in centers of 
medium-sized cit1es, dunng the reai estate process, based on implement1ng and keepmg ti1e 
quahty at the des1red level, by commumcatmg about qual1ty? 

10 
Peters, K. (2005) 
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Questions: 
Theory: 

Quality (Chapter 2) 
• What is quality in the built environment? In which way can you operate the term quality? 
• What is quality assurance? 
• Why is it hard to discuss quality? 

Large-scale-development (Chapter 3) 
• What is the context of the research? What is the meaning and what are the features of the 

following terms: 
o large-scale-development; comprehensive, complex? 
o Medium-sized city? 
o City center? 

• What is the city center of a medium-sized city? How is it possible to define this area? 

Rea/ Estate Process (Chapter 4) 
• Which phases are parts of the real estate process? 
• What are the most important moments of the real estate process related to quality? 
• How to deal with quality in the diverse phases? 

Actars (Chapter 5) 
• Who are the most important public- and private actars for a redevelopment of city centers? 

What is their role during the process and in which phases are they involved? Which 
requests/values do the actars have of the quality of these projects? 

• Which future perspectives do these actars have? 
• How is the government dealing with quality? 
• How is quality subscribed in the governmental policies? 

Semantic Differential Methad (Chapter 6) 
• The Semantic Differential Methad is a method, used by Osgood, which makes clear the 

perception of people for words/objects. How does this methad works and can it be used in 
the built environment? 

App/ication (Chapter 7) 
• What is the perception of the actars of the definition of quality? 
• Are there differences in the perception of the diverse actors? 
• When does quality thinking have impact during the real estate process? 

Conditions and measures (Chapter 8) 
• What conditions are important for making a tooi about quality? 
• What are the restrictions for making a tooi about quality? 
• Could the tooi be implemented in the existing local governmental policies or documents, e.g. 

Image Quality Plan? 

Practice: 
Prob/em (Chapter 1) 
• What are the existing problems in these areas? 
• What is the reason for these problems? 

Qua/ity tooi (Chapter 9) 
• Is it possible to develop a tooi, which can make the results of this research applicable and 

which sets the first step to guarantee the quality during the real estate process? 
• Is it possible to implement a tooi in a practical and complex situation? 
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1.4 Research Plan 
The research plan shows the steps that are taken to come to the final results of this research. The 
motivation shows that quality is a vague term and is used a lot but nobody knows what it exactly 
means. First, information about quality will be given to farm the basis for this research. But by 
clarifying the quality of the built environment the characters of the location need to be known to get a 
better understanding of the complexity and the quality issues in these projects. In addition the real 
estate process needs to be described, showing the most important decision moments related to 
quality. 
Quality is based on the values and perceptions of the actors, who are involved in the real estate 
process. These values and the momentsof participation of the actars are described. 
It is important to have a good view of all above-mentioned aspects befare starting the application and 
the creation of the tooi, which can help to support the decisions regarding the quality thinking. 

Figure 1.2: Research Plan 
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Chapter 1 Introduetion 
This chapter shows the motivation and the problem of this research. The research plan will be 
presented and to specify this study the borders of the research area are given. 

Chapter 2 Quality 
Quality is a braad definition and everyone has his/her own vision of quality. Quality is the main item of 
this research. Definitions of quality and spatial quality are given and discussed. For using the 
definitions in further research it must be operated and verified. 
Next to this, the meaning of quality assurance and how it is used will be explained in this chapter. 

Chapter 3 Large-Scale-Development 
In this chapter the definitions, large-scale-development, medium-sized cities, and city center will be 
figured out. The difficulties of these kinds of projects will be described and the characters of the 
center of medium-sized cities will be given. 

Chapter 4 Real Estate Process 
The real estate process is the process from the initiative phase to the management and exploitation 
phase. All different phases of the process will be described exhaustively with their characters and 
struggles and the most important moments regarding quality thinking. 

Chapter S Actars 
In this chapter the actors, who are actively involved in large-scale-development projects of centers of 
medium-sized cities, are mentioned. The future visionsof these actars are important and the way they 
take into account the quality in the built environment. 
The point of view of this research will be the local authority as initiator of the large-scale-development 
project and the users. 

Chapter 6 Semantic Differential Methad 
The perceptions of the diverse actars will be analyzed. One way to figure out these perceptions is 
using the Semantic Differential Method, based on the theory of the psychoiogist Osgood. A description 
of this methad is given and the way to use it in the built environment. The models based on the 
quality-aspects 'Social Safety' and 'Identity' are given. 

Chapter 7 Application 
In this chapter the theoretica! part is filled by practical information from the actors. This is done by 
interviewing the diverse actars and using the Semantic Differential Method. The target is to get to 
know how the actars think about quality and what their perceptions are of quality. What is their role in 
the real estate process related to quality thinking and do they take into account the future situation. 

Chapter 8 Measurements & Restrictions 
In this chapter the basic principles for the tooi are formulated, based on the information collected in 
the chapters 1 till 7. The measurements & restrictions form the basis for the tooi, which will be 
created in next chapter. 

Chapter 9 Quality Tooi 
The way to develop the tooi, that brings tagether the actars in the real estate process and helps 
actars look tagether to quality during the real estate process. 
This will be done by stimulating the communication and the discussion about quality during the real 
estate process. 

Chapter 10 Conclusions & Recommendations 
The restrictions of the research are given and some recommendations for further research about 
quality assurance in the built environment. 

Chapter 11 Epilogue 
In this chapter the author gives her apinion about the progress and the results of the research. 
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1.5 Define problem 
Quality, quality, quality, this word is mentioned in this chapter alone more than fifty times. Reasans 
mentioned for the decrease of the quality are for example criminality, social problems etc. So people 
separate the term when they want to describe their apinion of an area. This research shows some 
ways of separating the term. One way is used to split the term quality in diverse quality aspects, 
'Social Safety' and 'Identity' are two aspects that are emphasized in this research. 
In the motivation of this research the problems of the medium-sized cities are mentioned. These areas 
are the focus of this research. The medium-sized cities are the cities from 25.000 towards 75.000 
residents, located in the Netherlands. 
In these kinds of projects the local authorities are an important player because they aften own a part 
of the land and they are aften initiator of the projects. Tagether with the local authorities the users 
are considered as main actor of this research because the project is realized for this group. If they are 
nat satisfied with the project, the project could be a flop. 
All these issues tagether are implemented in the real estate process. The real estate process used in 
this research is based on the description of Weerelts (2006). 

1.6 Relevanee for study Real Estate Management & Development 

'If anyone wishes to search out the truth of all th1ngs 1n earnest, he ought not to select one 
speoal science, because all sciences are joined and interdependent' 11 

Real Estate Management & Development is a braad study, which includes diverse specializations. The 
subject of the master thesis must be related to the following views: building-, technica!-, economical
and management-view. The subject of the master thesis can be based on the interest of the student 
but it must be related to one of the specializations of the professors. 

The problem of this research is based on my own interest to know more about the procedures of 
project development. Especially the complex situation of a large-scale-development is interesting. 
During the study Real Estate Management & Development, some projects have been worked out. The 
experience of my intemship in Shanghai is also part of the interest in these projects. In this booming 
city the buildings come up very fast but other buildings disappear with the same speed. The 
governmental authorities only think about the economie growth of the city and nat about the 
demands of the users. All people who lived in the new business district in a nice house with a garden, 
have moved out to areas, which are located sametimes eight kilometers, outside the city center in 
enormous residential complexes with thirty floors. 
In this city quality is nat an issue, if the projects don't fulfill the needs of the authorities, parts of the 
city will be demolished the next day. But what will be the impact of this behavior on the authorities 
over 30 years? 
In this city the term quality is still nat brought up, it is all about quantity. 

The experience in China and the different approach of these projects in the Netherlands farm a good 
starting point for a research about 'Quality Assurance in the Built Environment'. 
The company Draaijer & Partners bv gave me the opportunity to relate my research to practical 
situations and to let me know more about the process of large-scale-development. 

During this research diverse fields related to Real Estate Management & Development are examined 
and also some fields close related to this study. These approaches and views make it an interesting 
study. Besides that, using a psychological methad shows that Real Estate Management & 
Development is a braad study, which cannot be seen separated farm other professions. The 
participators need to have an open view to all internal and external influences, from all kinds of 
disciplines. This study shows that psychology is an important field, in relation to the quality thinking in 
the built environment. 

11 
Descartes, Ru/es for the Direction ofthe Min~ 1629 
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A summary of the fuiflilment of the three dimensions of the master thesis within the group of Real 
Estate Management & Development is: 
Actors: Developers, Investors, Housing Associations, Designer Stakeholders, Process-I Project 
managers, Indirect Involved Stakeholders and the focus on Local Authority and Users. 
Segment of Real Estate: A complex situation, living, werking, shopping, leisure, infrastructure etc. 
within one area. 
Process: The whole real estate process is described with the most important moments related to 
quality. 
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2. Quality 

The term quality is used over and over again, nat only in the built environment but you can find it 
everywhere. J. Zomerplaag & A. Schippers (2004) emphasize this by the following statement during a 
conference: 

'More than a half of the presentations during this congress are about quality', one of the 
leaders sigl1ed. 'And I th1nl< in eighteen percent of the presentations the word qual1ty is 
mentioned once or more. But almast never it is clear what is meant by quality. Quality has 
lost its meaning. 

What does quality mean? This chapter gives more information about the complexity of this term. 

2.1 Definition of Quality 
Vinkenburg (1995) writes that it is nat possible to give a definition because quality does nat refer to 
matters or objects but to occurrences or certain moments in a process. At the moment that this term 
is defined it loses its reference and is worthless. But the given terms and definitions of this paragraph 
have a pragmatic meaning. They are needed to understand the reality. 

People all have a different perception of quality. Often one person is talking about a minimum norm, 
for example air quality, which is given in the regulations of the government, to get a certain subsidy 
or to meet the licenses, a second person - in the same discussion - is talking about the way how the 
aspects of quality can be described, a third person is talking about the test-criteria, a fourth about the 
system of assurance etc. This lack of communication could lead to unsuccessful results. Figure 2.1 
shows some examples. 

I lil' ' ' I ,' ,• 
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How the project was What operations 
documented installed 

How the customer 
was billed 

Figure 2.1: Examples caused by a different perception between actars 

1 
Lorist C {2005) 
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Russell and Moore (1987) count quality to the category of 'vague concepts', just like termsas honesty, 
healthiness and justice. However these are important terms- people focus their acts on it- they have 
similarities because they are related to sarnething (have a reference), but cannot be verified. 2 

But although the term is vague, it plays an important role as is mentioned by R.M. Pirsig (1974). He 
relates the term quality to the universe in next statement: 

'Quality Js the fundamental force m the universe st1mulating everything from atoms to 
animals to evolve and incorporate even greater levels of quality' 

For a clear discussion about the problems of quality, it is important to get insight in the use of the 
term quality and knowledge of the braad frames of the meaning. 
Keeris (2001) gives the following definition of quality: 

'a common used term, wh1ch md1cates the whole of charactenstics and characters of a 
process, product or serv1ce, that IS important for reach1ng the restrietlans ar camman needs'. 

In this definition the 'common needs' are notable. What are camman needs and how can you make 
this aspect of quality usable. L. Ireland (1991) explained quality as: 

'ab1lity to satisfy stated or implemented needs'. 

These are definitions that are nat clear, it depends on the way how people look at a 
product/process/service. It is different for all kinds of people and situations. This meaning can be 
compared to the term experience-value; this is the first value mentioned by the authority in the 
Fourth Regulation of Spatial Arrangement3

. 

Michlmayer4 and Juran & Godfrey (1998) in Vinkenburg (2005), describe the opposite of the last 
description: 

'Fitness for purpose' or 'F1tness for use' 

These descriptions are nat based on the experience of people but are more related to usability. This 
part of quality is easier to clarify and is measurable; this is the functional-value, the second value 
mentioned by the authorities. 

Another description of Six Sigma5 (2001) about quality is: 

'it reqUires continuous and dynam1c adaptat1on of products and serv1ces to fulfill or exceed 
the reqUirements or expectat1ons of all part1es m the organization and the community as a 
whole'. 

In this definition quality is related to time. This is an important aspect, especially for the built 
environment, because it emphasizes the continuous changing circumstances. This can be seen as the 
future-value; the third value from the Fourth Regulation of Spatial Arrangement. 

The definition of quality in camman situations can be compared to the built environment, the three 
values mentioned in the Fourth Regulation of Spatial Arrangement6 are identical to the description 
found in camman literature about quality. 

2 
Vinkenburg, H.H.M. (1995) 

3 VROM, Fowth Policy of 5patial Arrangement: the way to 2015 {1989) 
4 

In presentafton about 'Quality Issues in free software projects' Cambridge University (2005) 
5 5ix Sigma is a company which is invo/ved in all topics related to quality, especial!y quality in an organization. 

(www.sixsigma.nf,· visited May 9th 2006) 
6 

VROM, Fowth Policy of Spatial Arrangement: the way to 2015 (1989) 

Master thesis: Quality Assurance 10 Hetty van der Pennen 



In the descriptions of quality more characters can be found not focused on the meaning of quality but 
focused on the way of using it. 

The first way to use quality is described by Juran & Godfrey (1998) and the institution Six Sigma: 

'the total of features and charaderistics and characters of a process, product or service, . .' 
and 'the sum of multiple separate 'quality attributes". 

These sourees depiet quality as a basket with diverse features, characteristics, characters or 
attributes. If you compare this way of using quality with the description of Six Sigma, showed in the 
textbox below, quality is not a basket of diverse aspects but they describe it as a set of diverse kinds 
of qualities. These qualities are separated and do not influence each other. This is the second way to 
use quality. 

'achieving excellence' or 'a characterist1c or feature of someone or sometllmg' 

The third way of using quality is different from the others. Quality is not an aspect but it is a level, you 
can make it measurable. Kano7 describes it as follows: 

'degree to which a set of inherent charaderistics fulfils requirements' 

The three ways of using the term quality are outlined in figure 2.2. 

OR 

Option 1 Option2 
Figure 2.2: Diverse ways to define quality 

High /10 

Low/ 0 

Option3 

In this research the options 1 and 3 are used. Option 1 is preferred above option 2 because people 
talkabout the 'total quality' but they do not know what quality is and what the aspects containing the 
quality basket are. 

Besides the above-mentioned use of quality, quality is also based on diverse people and their 
expectations. The customers or users play an important role in a redevelopment. So the quality is 
also related to their opinion as mentioned by Mouton (1986), Ezerman (1989), Fisscher and Gieskes 
(1992) in Vinkenburg (2005): 

Quality is doing what the customers want' or 'The elient defines what quality is' 

More about the relation between quality and the actors of a large-scale-development is described in 
chapter 5. 

7 
In Tague, N.R. (1996) 
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2.2 Spatial Quality 
'More quality is of big importance for diverse policy fields'8 is one of the statements in the spatial 
policy of the authorities. In the policy about quality the governmental authority shows that they are 
nat only dealing with regulations and restrictions but that they try to open the minds of the people 
dealing with the urban and rural environment. 
That is why the authority introduced the term spatial quality in the Fourth Policy of Spatial 
Arrangement. This is a step to the quality thinking of the government instead of thinking about the 
quantitative aspects. 
The Fourth Policy of Spatial Arrangement9 provides an input to bath the quality of our urban areas as 
to the quality of rural areas. The spatial policy focuses on the enlargement of usable-value, 
experience-value, and future-value 10

. These are the values that refer to the meaning of quality in 
camman literature. 

The local government describes spatial quality as a step to 'quality-thinking' and gives some criteria 
but nat a clear description. The authority is nat the only organization that uses the term spatial 
quality. In literature some descriptions of spatial quality are given, for example by Weeber (2001): 

'The way how the spat1al plan (funct1ons, planning, intercalculatiOn, decoration, design, 
management) adds value for significances and partles concerned (econom1cal, social, 
ecolog1cal and cultural significances)'.11 

This definition gives the relation of the characters of the spatial plan and the influences of the 
environment. This is different from the definition of the camman term quality. Spatial quality is 
explained by using diverse aspects, which split up the term, like option 1 in the last paragraph. 

N. de Boer (1996) describes spatial quality as follows: 

'Something that is build up step by step and mamly in pract1cal s1tuations. It IS the resultant 
of bigger and smaller dec1sions, lots of factors in diverse situations.' 

This description shows the complex situation of a building project and depiets spatial quality as 
stacked blocks. After every decision made, the realization of the project comes closer and the spatial 
quality becomes clearer. 

On the basis of pronunciations in the baak 'integrale gebiedsontwikkeling'12 the following observations 
about spatial quality are done: 

• A sharp definition of the term spatial quality is missing; 
• That is why it is probiernatie to make the term ready for use; 
• Spatial planning is a large-scale-focused term; 
• The term spatial quality has to be used as cammunication instrument mainly; 
• For every kind of area another realization of spatial quality caunts; 
• For every single situation diverse participants have to came to consensus about the 

specification of the term spatial quality. 

The discussion about spatial quality is camparabie with the discussion about quality. Bath terms are 
aften mentioned but a clear definition is nat given. The difference is that some aspects of spatial 
quality are already given in the literature, while nat for quality. This separation in different aspects is 
the next step in this research. Paragraph 2.4 shows some possibilities. But first the meaning of quality 
assurance will be given in the next paragraph. 

8 
VROM (1998) 

9 
VROM (1998) 

10 VROM (1989) 
11 www.hab1forum.nf 
12 

/. Brwl et al (2004) 
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2.3 Quality Assurance 
A subject related to quality and to spatial quality is quality assurance. This is a different approach to 
consider quality. From this view quality is a capability. This means that quality is a way to assure that 
the provided quality meets the fixed targets. This emphasizes the derived achievements, which the 
client/principal/user expects. 
In the building environment some quality tools are available, like the VAK-analysis13

, NEN-norm and 
REN-norm. These norms and analysis specifically have their focus on object-level. The VAK-analysis 
and REN-norm compares the achievements that the users of the building want and the existing 
achievements of the building. The NEN-norm contains achievements that need to be implemented to 
fulfill the needs of the Buildings Decree14

. These documents mention the environment of the building 
as well, but the focus is the building . 
For this research a braader vision on quality is mentioned from the well-known quality organization 
ISO. They put the essence of the quality-assurance in ISO 9000. This is a camman known standard, 
which gives design restrictions for a management system, which controls processes and behavior in 
such a way that quality targets will be reached and customer-satisfactions are guaranteed. 
ISO 9000- 2004 gives the following description of quality assurance: 

'Part of 'quality management' focused on providing confidence that quality reqwrements wil! 
be fulfilled' 

This description describes it as 'providing confidence'. This is again an unclear description, and does 
nat explain the way to use it. 

Another description is from the company Six Sigma 15
: 

'a planned and systematic set of act1vit1es to ensure that vanances 1n processes are clearly 
1dentified, assessed and 1mprov1ng defined for fulfilling the reqwrements of customers and 
product or serv1ce makers'. 

This definition of quality assurance used here, contains the same definition as quality but the intention 
of assurance is to deal with quality over a langer time, during a process. The institute Six Sigma 
separates this process in three different levels: 

1. Identifying what quality means in context; 
2. Specifying methods by which its presence can be ensured; 
3. Specifying ways in which it can be measured to ensure presence. 

These three levels of the process are put in the figure 2.3. A part of identifying quality is to identify 
the preferences of the users and the external factors, which influence these preferences. During the 
process the preferences could change so the plan doesn't satisfy anymore. Same possibilities to deal 
with these changes could be the users, the resources, the plan or the way to react on these changes. 

13 
Real Estate Quality Analysis 

14 
The buildings Decree contains all bu!'lding technica! instructions for allbuildingsin the Netherlands, which need to be 

achieved. 
15 

www.sixsigma.nf (vis1ted May 9th 2006) 
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Resources ---• Correctlans 

Figure 2.3: Assurance-cycle of spatial quality 16 

Users preferences 

Restrictions 

Testlng & 
Evaluation 

Plan, Users 
preferences 

RestricUons 

Realizatlon4---- Resources 

Quality assurance is aften used for products. When a product is developed, faults identified during 
testing could be fixed befare the product is realized for full-scale manufacturing and distribution. 

Example: 
A new car type is designed and ene test model is produced. A test driver tests the car by 
making a test drive. During the trip he notices that the stability of the car in a turn is not 
optima!. When he comes back at the manufacturer he/she subscribes his/her observation. 
The mecl1anics change sarnething to imprave the stability of the car and after a month the 
car is accepted and produced for sales. 

In some way large-scale-development can also be seen as a product but the biggest problem is that a 
product of this scale cannot be tested. It is a solitude project and will nat be built again under the 
same circumstances. That is a point of attention of quality assurance for large-scale-developments 
especially in a complex situation like a city centre of medium-sized cities. 

The evaluation of a car results in a new prototype but by evaluating a large-scale-development project 
the evaluation can only result in adaptations of the present plan. So the implemented quality differs 
from the plan. In practical situations the quality ambitions are changed a lot during the process. 
Because of the dynamics of the market and changes in politica! preferences this cannot be evaded. 
But because this is nat about a car it is hard to find out how these adaptations can be inserted in a 
plan. The future value, mentioned in the Fourth Policy of Spatial Arrangement, contains some 
elements that try to decrease this problem. 

Evaluating to what degree the assurance is done happens by measunng the conformanee 
between plan and performance.11 

2.4 Dimensions of Quality 
In the last paragraphs several descriptions of quality, spatial quality and quality assurance are given. 
The main problem is that these terms are nat clear and usabie in a practical situation. Quality 
assurance needs to keep the quality on a higher level during a certain period but if the quality cannot 
be defined it is hard to notice the quality during the actual life cycle of a project and to identify 
problems. 

16 
Hof van den, 1. (2006) 

17 Verbart (2004) in Hofvan den, J. (2006) 
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2.4.1 Quality Aspects 
As mentioned befare spatial quality can be separated in diverse dimensions or criteria. In the Fourth 
Policy of Spatial Arrangements18 spatial quality is divided in three values. The company Habiforum 19 

created a table in a research about spatial quality and plural use of space. They use these three 
values as a basis for the table. The aspects in the table are from discussions and literature about 
spatial quality. 

Uvability: Recognizability: 
Clean, safe, healthy The way the area is 
and complete different from for target groups 

others 
Vitality: Diversity: Attraction: Diversity: 
Liveliness, variation Variation in green Beauty of cultural Variation in user 
of funetion and landscape elements groups 

strueture 
Stability: Robustness. Certainty: Adaptability: 
Avoid jerkily Lasting struetures, Stabie factors as Space to make 
adaptations durable build and heritage changes 

live 

Table 2.1: Aspectsof spatial quality 

The table of Habiforum is used here as the basis of the separation of quality21 but this table doesn't 
include all terms, which are mentioned in the literature about quality. The table needs to include more 
environmental influences. These influences are put in the DESTREP-model 22

. 

Stability/flexibility 
Agg lomeration 
Cumulative attraetion 

Division 
Participation 
Choice 

Inequality 
Conneetion 
Safety 
Proteetion 
Enelosure 
Cultures of poverty 

arrangement 
Freedom of choice 

quality inthebuilt environment in quality aspects 

18 VRO~ Fourth Policy of Spatia/ Arrangement/ the way to 2015 (1998) 

Stocks 
Ecosystems 

Legislation & 
Regulations 

Legislation & 
Regulations 
Develo Plan 

Diversity 
Meeting 

Identity 
Beauty 
Contrast 

Heritage 
Integration 
Renewal 

Inventiveness 

Renewal 
Flexibility 
Sustainabil 

19 
Habiforum is a research organization about innovative use of space. One of their research areasis about spatial quality. 

20 Hooijmeijer (2001) & Habifortum (2001) in Hofvan den J. (2006) 
21 

In literature diverse other possibilities are given to split up the term quality. In this research this partition in chosen. 
22 

Basedon a Dutch mode" a translation of the abbreviation DESTREP is Demographics (D), Economy (E), Social (5), Technica! 
(T), Spatial (R), Ecological (E), Politica! (P). 

23 
This tableis basedon table 2.1 added by the Spatial-, Politicaf/Juridical- and Technica! dimensions. Quality aspects trom 
literature fi/1 up the quality aspects trom table 2.1. 
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The table with 'quality aspects' can be used as: 24 

• Colled and arrange 'quality aspects'; 
• Define priorities; 
• Notice 'blanc parts' in the 'quality thinking'; 
• Mention tensions between 'quality aspects'; 
• Show risks and chances of the plans; 
• Etc. 

All quality aspects in table 2.2 are related tot the 'quality of the built environment' and can influence 
the quality of a specific area. The aspects cannot be seen separately but all these aspects tagether 
are the quality of the built environment, the aspects influence each other. 1t is important to take the 
diverse quality aspects into account to reach a quality level of the plan, as high as possible. This 
needs to be done by all the actors, which are involved in the real estate process, in a discussion. All 
fixed quality aspects, from the discussion, will lead to a total plan, which includes the technica! 
dimensions. The Politicai/Juridical dimension is put at the top of the schedule because this farms the 
frame for every large-scale-development. The results of the considerations of all these dimensions 
tagether farm the final, detailed plan of the redevelopment of a city center. This is described in figure 
2.4. The arrows depiet the influence of the dimensions to each other. 

City Center 
Politica I/ Ju rid ica I 

Ecological Financial/ Soda I Cultural Demograpbic 

24 
http.jjwww.RuimteXMilieu.nf 
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2.4.2 Characters of Quality Aspects 
The discussion about the quality aspects is complex. Nat only because a lot of actars are involved but 
also the quality aspects are hard to define. The aspects, which are put in table 2.2, all need a different 
approach. The aspects could be put in four different groups namely: 

• Measurable aspects; 
• Restrictions, rules and regulations; 
• Describable aspects; 
• Experience aspects. 

Same of the aspects are clear and all actars know what it means, others are more complicated and 
need to be ciarifled befare they can be used in the discussions about new plans. 
The first group is the aspects, which can be made 'measurable'. This is option 3 in figure 2.2. The first 
step is to describe the aspects and the second step is to make the term usabie to split it up in diverse 
levels. Actars can show which level they want in a project by choosing for example level 1, 2, 3, 4 or 
5. The second aspects are mentioned in the governmental policy and regulations. They are fixed and 
it is obligated to implement these aspects in the plan. That is why they are put above other 
dimensions in figure 2.4. These aspects are the guidelines for the new redevelopment. 

The third term 'describable' includes the aspects, which can be described to make them clear for all 
actors. After the description the actars know what this aspect means and this aspect can be 
introduced in the real estate process and can be discussed. 
The fourth term is experience; this is the group, which is camparabie with the term quality. You 
cannot describe it or make it measurable because it has to deal with feelings of people and their own 
experience. 

It is nat always possible to put a quality aspect in one separate group because some of them have 
characters of two or more groups. This mainly counts for the experience aspects. The aspects from 
this group have a subjective character but can also have an objective character. 
According to the objective approach, quality can be considered as the total of characters or features, 
which are measurable. As a subjective approach, quality is the result of the appreciation of one or 
more persons. 25 In general one can say that allaspects have a subjective character but nat allaspects 
have an objective character. 

The group of subjective aspects is the hardest to deal with during the real estate process. Especially 
when it has to assure quality. That is why the group of experience aspects is emphasized in this 
research. The importance of this aspect, as part of quality, is explained in the next paragraph. 

2.4.3 Experienced, Expected and Provided Qua/ity 
The experienced quality is mentioned as a hard part of quality, it has to deal with feelings of people 
and it is hard to know these feelings. Wentink (1999) emphasizes that the experienced quality is an 
important issue in the quality thinking. He shows that the experienced quality is based on the 
'provided quality' and the expected quality, see figure 2.5. This way of thinking reflects the remark 
that quality can beseen as capability. 
The provided quality is the quality, which is defined by the diverse actars of a large-scale-development 
project. This is the quality, which is implemented in the plans of the city center. 
The 'expected quality' is based on the expectations of the users of the new city center. Befare a city 
center is developed these two separated parts of quality exists but when the project is realized these 
'qualities' need to correspond, if nat then there is a quality problem. 

Figure 2.5: Relation between provided qua/ity and environment 26 

25 
Hof van den, J. (2006) 

26 Geer/ings, O.A. (2005) 
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So the provided- and expected quality need to be synchronized. To synchronize the provided quality 
and the 'expected quality', the perception of the term quality of the diverse actars must be known. 
In other words the quality is acceptable as it fulfils the expectations of the users or even exceeds 
these expectations. But some difficulties of this approach are the assumptions that: 27 

• The users are known; 
• The principal is equal to the users; 
• The needs are known and can be translated into requirements. 

These assumptions are nat valid for a large-scale-development because you do nat always know the 
users, the initiator is nat equal to the users and the needs are nat known. So it is important to figure 
out: 

• Who are the users? 
• What are the differences between the initiator and users and other actors, who are involved? 
• What are the needs of the users? 

If you relate the quality dimensions to figure 2.5 then it can be noticed that the usable-value farms a 
smaller gap between the provided- and expected-quality than the experience-value. This is because it 
is hard to understand the subjective part of quality, especially when you want to figure out what the 
perception of the users is. The experience is primarily based on the way the supply corresponds with 
the preferences of the different user groups. From an urban development perspective, attractive 
design and architecture of an area is nat a guarantee for a high economical experience-value. The 
arrows with the question mark in figure 2.6 show the differences between the provided- and expected 
quality for the three values. 
The future-value is the only value, which will be implemented from the provided quality side. It is hard 
for users to criticize these aspects because it is about future situation and for a part it is based on 
technica! issues. On this point the know-how of the professionals and their experiences is important. 

Experienced Quality 

• Fundionality • Fundlonality 

• A vailability • Availability 

• Liveability • Uveability 

• Attradiveness 

• Vitality • Vitality 

• Diversity • Diversity 

• AttractJon • Artradion 

• Stability 

• Robustness 

• Certainty 

• Aclaptabllity 

Figure 2. 6 Composition experienced qualif)l8 

27 Hof van den, J. (2006) 
28 This tigure is basedon tigure 2.5 
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The focus of this value is to create a good environment so after realization, the area is able to make 
adaptations for changing circumstances. 

'An area needs transformation space' 28 

2.5 'Identity' & 'Social Safety' 
The first step to come to the total quality of a specific area is splitting it up in diverse quality aspects. 
These quality aspects are related to the structural plan of a city centre, the physical part. In this 
research two different aspects, 'Social Safety' and 'Identity' are used. These two aspects are bath 
related to the, subjective, experience value. This means that these are about the feelings of people, 
which are hard to describe. The aspect 'Identity' is chosen because it is an often-mentioned term as 
well by planners as by users. But this is about perceptions of people, you like it or you don't like it. 
This aspect can be used to see differences in perception of this term. 
The other aspect 'Social Safety' is not only based on feelings. In literature a lot of articles and books 
are written about this topic and manuals exist how to deal with this. This term belengs to the 
measurable aspects because you can count, for example crimes or burglaries. But on the other hand 
it is also about feelings of people, the experience, and this is not aften mentioned in the books and 
articles. This term shows that the aspects from table 2.2 don't belang to one group. A lot of these 
aspects belang to the experience-aspects as well. 
These two aspects are chosen because these are aften mentioned in literature. For an optimal use all 
quality aspects need to be analyzed. 
For this research it is not the issue to make an exhaustive description of these aspects but to know 
how to deal with the problems, related to these aspects, during the process. 

2.6 Conclusions & Recommendations 
Conclusions 
This chapter explains the complications of using the term quality. It is a vague term as Russel and 
Moore (1987) mentioned. There is no clear definition of this term but there is a similarity between the 
three values of quality mentioned in the Fourth Policy of Spatial Arrangement3°, the quality of the built 
environment, and the definitions in literature. The experience-value is the most complex because 
people all have different feelings about quality. But besides the experienced quality the provided 
quality and expected quality are also important issues. These two parts need to be synchronized. 
Therefore the perceptions of all actars of these two terms need to be known. This will make the 
discussion easier and the gap between the provided- and expected quality smaller, which could lead 
toa better way of werking with the term quality. 

To come to a final plan five dimensions are important to discuss, a summary is given in table 2.3. 
During the discussion the gap between the provided- and expected quality need to be diminished. 
This means that the role of the users is very important in this stadium. 

The content of quality is given in the tables of this chapter. Although it is not exhaustive, the quality 
aspects are a good representation of a way you can ensure the presence of quality. But· to use this 
schedule it needs to be verified in context. Parts of the context are the users, without knowing what 
they think of these separate quality aspects, it is hard to reach a 'good' quality level. 
The other part of quality is the process. This means that quality is different in every part of the real 
estate process, so the users need to be involved during the whole process to decrease the gap 
constantly. Therefore the plan needs to be tested and evaluated, in every phase of the real estate 
process on the presence of quality, based on the needs of the users. 

Quality = Content+ Process 31 

29 
Davvellier and Luttik (2003) in Hof van den, J. (2006) 

30 VRO~ Fourth Po!icy of Spatial Arrangement/ the way to 2015 (1998) 
31 

Hof van den, J. (2006) 
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Advice for tooi 
• Schedule as basis for content of quality; 
• Dealing with objective and subjective aspects; 
• Quality assurance contains three levels; 

o What is quality? 
o How to notice quality? 
o How to measure quality, to ensure presence? 

• Decrease gap between 'expected- and provided quality'; 
• The relation to the users is important. 

Recommendations 
• Show the relations of all the quality aspects, which influence each other; 
• To get more commitment with the actars it is important to know what the most important 

aspects of quality are according the actors. 
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3. Large-Scale-Development 

The previous chapter shows that quality is a difficult term to work with, especially when it is related to 
the built environment. This chapter defines the difficulties of a large-scale-development and the 
location, a city center of a medium-sized city. These difficulties have also impact on the quality 
thinking. 

3.1 Large-Scale-Development 
Large-scale-development is an important issue of the Department of VROM. 1 VROM defines large
scale-development as follows: 

'On the restricted surface, which is available for urban planning in the Netherlands, we have 
to check how an activity influences others and how we can imprave the 'spatial quality'. For 
large-scale-development, building a residential area, a road or the proteetion of a national 
park, is never separated. Fora large-scale-development all these diverse measures will be 
put tagether in one total result. This result is registered in an area vision or an 
implementation program'. 2 

The definition of VROM includes the term quality as an important aspect of large-scale-development. 

According to Rorty and Wigmans (1992, 2001)3
, large-scale-development is: 

'A complex interaction between diverse actors. It is about contingent work, that means: 
focused on specific and changeable circumstances and with respect and notion for the 
dualities and tensionsin the environment. Bruil (2004) makes it complete to add the 
following sentence: to deal on authoritative way with dualities and tensions means balancing 
between different repertoires on a way, that is convinced, justified and legal, even if none of 
the acters gets his/her demand.' 

The definition of Rorty and Wigmans is focused on the specific and changeable circumstances. This 
shows that large-scale-development is nat only dealing with the circumstances at the moment but also 
with the future situation. 

Large-scale-development according to Het Kenniscentrum PPS, Kei-centrum en AKRO Consult4 is: 

'Large-scale-development is a term for projects of a certain scale w1th a eertam funct1on, for 
example living, werking, shopp1ng and leisure, combmed or not combined w1th each ether or 
with the building of infrastructure. It could be about new developments as well as 
redevelopments of existmg locations and about urban areas as well as rural areas'. 

In this definition the combination of fundions is emphasized, this shows the complex situation of the 
projects, which is explicitly mentioned in the definition of Rorty and Wigmans. 

Based on last descriptions, the definition of large-scale-development in this research is: 

'Projects of a certain scale with certa1n funct1ons, for example living, werking, shopp1ng, 
leisure, infrastructure etc. It is focused on specific and changeable circumstances to 1mprove 
the quality of the area now and in the future. The project is dealmg with a complex 
interaction between diverse actors.' 

1 
VROM stands for Pub/ie Housing, Urban Planning & Environment 

2 
VROM (2005) 

3 
Brui" l et.a!. (2004) 

4 
Three companies, all doing research about large-sca/e-deve/opment 
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Within large-scale-development one can focus on different areas:5 

• Developments in extension areas, In these locations is no existing urban structure to take into 
account. Some examples in the Netherlands are: the VINEX-Iocations IJburg in Amterdam and 
Leidsche Rijn in Utrecht. 

• Tata/ renewal, the existing areas are totally renewed. The old objects are totally demolished 
and replaced by new objects with new functions. An example is the farmer port area on the 
"Kop van Zuid" in Rotterdam. This area is totally renewed and has new functions now like 
houses, offices, education, leisure etc.; 

• Restructuring is a way to adjust an area without changing the fundions of the area. These are 
mainly quarter developments, like after-war residential districts and urban district centers, e.g. 
Drenths Dorp in Eindhoven; 

• Redeve/opment is the change of function and intended use, and takes place in existing urban 
areas, e.g. the city center of Nieuwegein. 

This research is about the last two aspects, 'restructuring' and 'redevelopment' because the focus is 
on in-town areas, namely centers of medium-sized cities. For this research the difference between 
'restructuring' and 'redevelopment' is not important, both principles will be used. 

3.1.1 Complex large-scale-development 
One of the charaderistics of complex large-scale-development is that a lot of different actars are 
involved. Other reasans for the complexity are the extensive governmental rules, the complex 
decision-making procedures and the long duration of the projects. Very important are e.g. the 
politica!, social, economical, organizational, technica!, financial, legal and emotional aspects and for 
redevelopment projects e.g. spatial, functional and aesthetical choices have to be made. 
The complexity of large-scale-development reaches extreme levels dealing with city centers. The users 
and owners will not naturally cooperate with the future plans. Contradictions between existing and 
future values, uncertainties of habitation, landed property etc. plays a complicated role, especially in 
the beginning.6 

A review of charaderistics of complex in-town large-scale-developments are mentioned below: 7 

1. Large influence on environment; 
2. Static facilities in a dynamic environment; 
3. A project is not isolated from the environment; 
4. It facilitates more targets; 
5. Complementary views; 
6. Lots of actars are involved; 
7. Wrong segregation between desires and inconveniences; 
8. It is not a linear or irreversible process; 
9. It takes a long time; 
10. Politica! sensible; 
11. Etc. 

3.1.2 Comprehensive large-scale-development 
The words comprehensive and complex have some similarities as can be seen in the explanations of 
both words. In the textbox below the description of comprehensive large-scale-development is given. 

The comprehensive large-scale-development is based on the methad to combine the diverse 
knowledge areas, perceptions and skills, which will be accomplished comprehensive, to take 
into account the relationship between the physical-structural, the economical and the social
cultural aspects and is familiar with the effects in urban perspective. The central issue 1s the 
power to integrate the varying knowledge and skilis and tl1e strategie- and process-focused 
work, as well on urban level (urban management) as on area level (process management). 8 

5 Pleijte, E. (2005) 
6 Brui!, I. et.al. (2004) 
7 

Hertogh, M.l.M. (1997) 
8 Brui!, I . etal. (2004) 
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The description is about diverse knowledge areas, perceptions and skilis combined with diverse 
aspects. Within these issues it is very important to work with the term quality. What complicates 
things is that quality is a global term, meaning that it needs to fulfill the needs and wishes of diverse 
actors. 

The knowiedge-center PPS9 (2004) defines comprehensive large-scale-development as follows: 

Ta reach the synchronisation of diverse relevant functions (live, work, leisure and mobility, 
etc.) and meanings (public and private), leads to a total solut1on for the conceming planning 
area. The 'best' tata! salution is the one, which optimizes the relation between potential 
added value and investment for all parties concerned.' 

This definition emphasizes the importance to come to a 'best' total solution, which also contains the 
'best' total quality. This indicates that comprehensive large-scale-development takes into account the 
needs of the users, as much as possible. 

A comprehensive approach tries to create a conneetion between diverse functions of objects that 
presumes that synergy can be reached in spatial, functional and/or financial way, or that the 
concerning content, by means of process (run time etc.) and/or financial added value can be reached. 
Camman feature is the integral character. It deals with: 10 

• Synchronization of diverse scale levels; 
• Synchronization of diverse policy sectors; 
• Synchronization of diverse phases of the real estate process; 
• Synchronization of the diverse actors. 

This definition is almast the same as the definition of large-scale-development. The issue of the 
comprehensive methad is to come to a total salution dealing with different actars and functions within 
one plan area. In other words, comprehensive large-scale-development is dealing with the 
complexities mentioned in last paragraph to come to a total salution for an area, for example a city 
center. 

3.2 City centers of medium-sized cities 
In the motivation for this research the reason for choosing city centers of medium-sized cities is 
mentioned. This paragraph defines successively the characters of the medium-sized cities and the 
characters of city centers. 

3.2.1 Medium-sized cities 
In the real estate Lexicon the definition of city is as follows: 

'A camman used, nat specified definition that depiets the urban development of a eertam 
size, which is characterized by a large conneetion in the build-up area and the position by an 
existmg order of roads and has a city center, quarters and distncts'. 11 

A standard definition of medium-sized cities is nat given in the literature. That is nat possible because 
of its focus on the number of citizens, which differ between cities in the Netherlands and in other 
countries. A city with 200,000 citizens is a big city in the Netherlands and for example in China a city 
with 2 million citizens is a medium-sized city. According to CBS12 medium-sized cities are cities with 
20,000 till 50,000 citizens. 
In this research the medium-sized cities are criticized with a minimum of 25,000 citizens and less than 
75,000 citizens. 

9 
PPS means Pub/ie and Private Co-operation 

10 
Basedon Blanken A. et. al. (2004) 

11 
Snellen, D. et.al. (2006) 

12 
Central Institute for Statistics in the Netherlands 
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All kinds of medium-sized cities are part of this research, the cities with diverse locations and 
functions as well as the historica! and modern cities. For this research it is important to realize that all 
cities have specific and varying charaderistics and they all have their own problems dealing with 
quality. 

3.2.2 City centers 
Almost all Dutch citiesjvlllages contain, in spite of rural areas with dispersed buildings, one or more 
residential centers. One description of a residential area is as follows: 

The more or less central located care area with an intensification of buildings and traffic 
area. In this care area the residential function plays a decreasing role. But on the other 
hand this area is the place par excellence of business, crafts, industrial business (as far it is 
nat replaced to industnal areas), social-cultural organizations, hotels, stations and the care
shopping area. 13 

In this area the five functions, living, working, shopping, leisure, infrastructure etc. are present, 
another term for this area is city center. 

A description of city center according to Keeris is: 

'The less ar more central located part of the urban area. The concentration of shopping 
facilities and establishments of consumer-focused, service companies, the junct1on of public 
transportation and other publlc faCIIities characterize this area. The catchment area is at 
least the whole city'. H 

Bak (1971) mentioned some charaderistics of the city center in his article. The city center shows it 
selves with an abundance of sensorial noticeable characteristics. All these characters have an 
intensification of structure and functions in common. Aspects are, compactness and height of the 
buildings, the variety of economical social activities, the accumulation of traffic and public space, as 
we/I as the variety of advertisement, symbols and other aesthetical elements. 

The description of Bak (1971) of a city center is focused on the experience of this part of the city, the 
explanation of Keeris is a more functional description. Both aspects are important for the quality. 
To define the limits of a city center the following aspects are important: 

• Central located part of the urban area; 
• The structure of roads, buildings, water etc.; 
• Intensification of structure and functions; 
• Functions: living, working, shopping, leisure, infrastructure etc. 

If you look at a map of a city, most of the time, the city center is located in the middle of the city. 
This is the result of the growing city, expanded around the city center. 
The city center could be placed in a frame. This can be seen on a map, see figure 3.1. The limits 
consist of a road, which is an important arterial road, a railway, a waterway and/or a green area for 
example a park. 

13 
Platform Middelgrote Gemeenten (2004) 

14 Keeris, WG. {2001) 

Master thesis: Quality Assurance 24 Hetty van der Pennen 



City Raad -----------
City center: 
living, KOrking, shopping, leisure and 
infrastructure 

Figure 3.1: Schematic image of frame city center 

Residen
tlal Area 

Built Environment 

The quality of the city center is nat only important for the users in this area but also for the areas 
around the center. For medium-sized cities the city center influences the total city, and the cities and 
villages in the surrounding, see figure 3.2. 

Figure 3.2: Center is middle and top 15 

Garvin (2002) mentions the impact of a planning on the surrounding community in next textbox: 

'Only when a project also has beneficia! impact on the surrounding community can it be 
considered successful planning. Thus, planning should be defined as public action that 
generates a sustained and widespread private market reaction, which impraves the quality 
of life of the affected community, thereby making it more attractive, convenient, and 
environmentally healthy. That is precisely what llas occurred wherever planning has been 
successfu I. ' 

3.3 Condusion & Recommendations 
Conclusions 
The term large-scale-development is the basis of this research and is described as: 

'Projects of a certain scale with a certain function, for example living, werking, shopping, 
leisure and infrastructure. It is focused on specific and changeable circumstances to imprave 
the qual!ty of the area now and in the future. The project is dealing with a complex 
interaction between diverse actors. ' 

The term large-scale-development is dealing with the impravement of the spatial quality. The 
comprehensive and complex characters of the city centers of medium-sized cities make it difficult to 
come to a plan which satisfies the needs of all actors, especially for quality because the needs of the 
actars are diverse and nat always clear. 

15 
Bango/ J. Workshop ofthe Institute ofG/oba/ Society Studies (2001) 
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Notall city centers are the same, this depends on the kind of medium-sized city. The character of the 
center is based on the location, authorities and the history of the medium-sized cities. These 
charaderistics of the city centers have also impact on the quality thinking. Every single city center 
needs a good quality approach based on the existing qualities. The impact on the environment could 
also differ for cities. Some city centers have a larger catchment area, some smaller. 
The amount of actors involved and the diverse fundions of a city center show the complexity of these 
projects. During the real estate process these difficulties need to be translated into a new plan of the 
city center, which fulfils the experienced quality. 

Advice for tooi 
• Attention for the complexities of the large-scale-development; 
• Attention for the four characters of the comprehensive approach of a large-sca/e-

development; 
• The tooi must be used in diverse medium-sized cities; 
• The city center has impact on the city and the cities in the environment; 
• Dealing with the existing qua/ities of a city center and environment. 

Recommendations 
• This research is based on medium-sized cities. Other researches with this topic could focus on 

centers or subcenters of large cities, extension areas, total renewed areas etc.; 
• This research covers all medium-sized cities. Another research needs to be done to give an 

exhaustive description of the characters of the diverse medium-sized cities in the Netherlands 
and the impact on quality. 
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4. Real Estate Process 

The process is a part of quality as mentioned in chapter 2. A good description of the real estate 
process and knowing how to manage it could result in a higher quality level of a project. This is based 
on the assumption that quality is determined by the degree the involved acters are satisfied with the 
whole process and the results. Verbart (2004) describes it as fellows: 

'The results depend on the quality of the process' 

The real estate process describes the whole initia! life cycle of a project. Th is is shown in figure 4. 1. 

AcquiSitJon/Purchase 

Real Estate Development 

Ag ure 4.1: Real Estate Process 1 

Rental & Sales 

Real Estate Management 

The initia! life cycle is the period from realization till redevelopment and starts again with the 
realization. This is camparabie with the actual life cycle of a project. The difference is that the initia! 
life cycle shows the period, in which the acters presumed how the project will become befere a 
redevelopment. The actual life cycle is the period, in which the project goes on in reality. Most of the 
time the actual life cycle covers a shorter period than the initial life cycle as mentioned in the 
introduetion of this research. The initia! life cycle is the theoretica! life cycle and the actual life cycle 
can be called the practical life cycle. This research tries to clarify qualitv so a decreasinn ncc;:llitv '""\'~' 
could be noticed dur:~- ...... _ - -~ · 

The real estate proc 
acters differ in every 
process. The given ~ 
This process descrip1 
partsof the process 

The real estate procE 
• Real estate L 

o Acquisitie 
o Initiative, 
o Plan Devc 
o Realizatie 
o Rental & 

• Real Estate fo. 
o Managerr 

1 
Kohnstamm, P.P. & Regtershotç L.J., (2004) De manager als bouwheer, Den Haag in Weerelts M. (2006) 

2 
In literature diverse development processes are described, in this research the process described by M. Weerelts (2006) is 

used. 
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4.1 Real Estate Development 
Acquisition/Purchase 
The first step to start the real estate process is the possibility to start a redevelopment. The local 
authorities could be one of the actars who start the redevelopment, for instanee by approaching a 
developer for the realization of a zoning plan. 
If the local authorities prefer to choose from diverse developers, the developers participate in a 
competition in which they can show their plans. The, for example, most attractive or best financlal 
plan, will be chosen. The specific criterion depends on the appointments made befare the competition. 
Another way of acquisition is that developers could have some spaces of their own, or they can find 
an interesting place, where they can develop a project. In this situation the developer could cooperate 
with the local authorities. Another way of project acquisition is that a retailer or investor involves a 
developer for a project. 
Acquisition/Purchase can also be implemented in a later part of the real estate process. 

Initialive 
For every project there is someone or a group, who is the initiator. Developers, investors, housing 
associations, principals and/or authorities can initiate the redevelopment of a project. Different 
reasans can generate the initiative of a project. In this phase global ideas about location, product, 
price and target groups are formulated. Usually a market research will be accomplished and a rough 
financial estimation will be done. In this phase, a feasibility study is formulated to survey the 
possibilities and the consequences for the project. This can be compared with the ambitions and the 
possibilities of the organization. If the results are positive, the initiative will be figured out further. 3 

Plan Development 
According to Keeris (2001) the plan development phase is: 

'the more exhaustive destgn of tl1e building plan on the basts of deCiston maktng wtth a more 
and more detailed level' 

In this phase the project is defined, more detailed, and is split into four parts. Plan development is an 
iterative process, in which the four parts are figured out in different steps.4 

• Market analysis- real estate concepts- Structure of Requirements (Market); 
Exploration of the market, realizing a project concept based on the market exploration and the 
composition of the structure of requirements. 

• Design Process- building preparations (Building); 
The subphases of the design process are: 5 

o Outline design; 
o Master design; 
o Definitive design; 
o Building Plan; 
o Specifications. 
The central issue in this part is to find solutions for the project and to set up a project 
organization. 

• Estimation of the casts - investment strategy (Financial); 
Compute the casts and the profits and show the financial risks and calculate the project 
return. Diverse constructions to finance the project will be analyzed. 

• Licenses- Contracts (Juridical); 
Assistance of the procedure to adapt the zoning plan, appeal the necessary licenses and the 
preparation to effect an agreement between the actors. 

3 Ven van de, L.A.M.C (2004) 
4 

Hartog, den, P. (2006) 
5 

The sub phases are based on P. den Hartag (2006), in literature diverse possibilities are given 
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Realization 
After finishing the plan development, a positive advice needs to be given to start the realization of the 
project.6 

If the initiator prefers to choose from diverse builders, the project will be put out to contract. By using 
an invitation for tender, more builders will make a quotation, and the subscriber with the lowest price, 
who is able to do the project, could be selected. The initiator could also select the subscribers based 
on, for example availability, quality etc. So also for this part it should be helpful to have clear what 
quality is. 

Rentals and Sales 
The rentals and sales of the project often start before starting the realization. The building only starts 
when the determined percentage of preliminary rental and sales is reached. 

The development process is foliowed up by the management phase. This is also part of the real estate 
process. The relation between real estate development and real estate management is characterized 
by the conneetion of the provided quality and the expected quality, mentioned in chapter 2. The 
conneetion of these two qualities is described as experienced quality. This is an important issue in the 
real estate management phase. The characters of this part of the real estate process are described in 
next paragraph. 

4.2 Real Estate Management 
The phases of the real estate development have been given. The next step is to abserve the part of 
real estate management, which is the management & exploitation phase. 
During the real estate management part the new city center is realized and people can walk through 
the area and experience it. The area starts 'to live'. 
In this research this part of the real estate process is described by using the system approach, which 
describes the dynamic situation and the complexities of large-scale-development projects. 

Bijdendijk (2006) describes this dynamic situation in his artiele 'Met andere ogen': 

'Changes occur faster and faster. The power of these changes is mcreasmg and 1t becomes 
harder and harder to pred1ct the d1rect1on of the changes'. 

The management & exploitation phase can cover a long term, from one till hundred years and has to 
deal with the provided quality of the project. 
As mentioned before the future situation cannot be predicted. So during the real estate management 
phase, changes need to be made to adapt the city center to the current circumstances. That is why 
real estate management is described as a system. A system can be observed as a spatial unity (large
scale focused approach) in accordance with the smal! system approach. 7 1t is essential to look at the 
environment (and the interactions with the environment). System thinking is only working at the 
moment when the development is within easy reach and in a dynamic situation, for example a large
sca le-development. 

Complex Adaptive System (C45) 
A complex adaptive system (CAS) is a kind of system, with charaderistics of the smal! system 
approach, mentioned before. It can show a stabie behavior for a long time, after that it follows a 
changing phase for a short period. The changing phase starts with tensions, the system is temporary 
instable. This mismatch results from internal as well as external factors. 8 lnternal, a new structure 
appears, which influence the existing structure and finally could remave this structure, while external, 
shaking changes, could appear like surprises, but also gradual developments like specific polides or 
market developments.9 When the structure is not able to react effectively to the extreme internal and 
external changes and cannot renew, a new suboptimal track will follow and the structure finally dies. 

6 Hartog, den P. (2006) 
7 

Joustra (2003) 
8 

Rotmans (2004) 
9 

Rotmans (2004) 
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Relatively long periods of balance, regularity and stability alternate with short periods of instability and 
chaos. The quality follows these characteristics as can be seen in figure 4.2. 
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Figure 4.2: Fluctuation of quality of built environment 
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For some periods the system acts relatively arranged and can be predicted on a limited level. However 
insome periods chaos dominates and the behavior of the system cannot be predicted. 

The system approach emphasized that a large-scale-development is always changing. People cannot 
predict these changes but need to deal with this in order to create the desired city center. However, 
the movements of projects like these make it possible to change structures. It is nat necessary to do 
large-scale-developments for making these changes. Smaller adjustments could remave the chaos 
from a project, without a large impact on the basic structure. 
City centers consist of diverse parts for example streets, houses, shops, squares and public spaces. If 
one of these parts is 'infected', it will infect other parts around it. If you do nat recognize these 
'infections' the chaos will be extensive as can beseen in figure 4.3. 

Figure 4.3: Influence of smaller infect/ons in a project 

Taboer (2006) described that as follows: 11 

'Ugliness in the public spaces is an 1nfecting illness' 

10 Geldof G.O. et al (2004) 
11 in Building Business (April 2006) 
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The system approach shows that one infection is good because there is space to change sarnething in 
the project, which hopefully results in a better total project. This is also mentioned during the 
conference 'Speldenprikken en kanskaarten'. 12 One of the conclusions is that, besides the large-scale 
physical approach, a smaller, more efficient approach is necessary. Using a bulldozer cannot solve 
everything. To work on the right places with 'pinpricks', the energy, in the areas where it looks like to 
go wrong, can return. Finding and removing the problems in an area, in figure 4.3 the black cross, 
could stop the negative impact on the surrounding areas. 

4.3 Important moments in Real Estate Process 
This research is about the quality of the built environment. In the last paragraph the real estate 
process is described. But to guarantee the quality, the moments in which the actars need to make a 
decision about the quality, need to be clarified. Every phase of the real estate process has its own 
quality level. This level needs to be controlled. This can be done by using the GOTIK-model used by 
Wijnen (1998), in this model quality is one of the control factors. 

4.3.1 Control Factors 
The five control factors of the GOTIK-model 13 can be used to control the project. 

Project Result 
Description 

Program of Activities 
Description of activities 

concerning content 

M-0-T-l-Q 

'---------+ Quality: How good 

'----------+ Information: On the base of what 

'---------~Time: When 

L__ _____ __. Organisation: For/by who 

L__ ________ Money: How profitalbe 

Figure 4.6: GOTIK-mode/ 14 

These five control factors are nat separated but influence each other. Given a certain final date of a 
project people figure out who are available, and what they, in accordance with their fundion and 
capacities, cast and are able to do.15 

One of the control factors is quality. In next paragraph the real estate process and the control factors 
are integrated to show what the importance is of these factors and at which moment, decisions need 
to be made. 

4.3.2 Decision-making 
Decision-making is the integration of phasing and controlling. It is important to chose (from 
alternatives), to support (proposals and action plans), to accept (consequences) and to discharge (the 
implemented work). Decision-making has always two sides: on the one hand fixing and verifying that 
what currently is realized, on the other hand (again, but every time more specific and more detailed) 
verifying what needs to be done. 

12 
Conference 'Speldenprikken en kanskaarten ' SEV (2006) 

13 
Wijnen (1994), GO TIK is an abbreviation tor Money (G), Organization (0), Time (T), Information (I) and Quality (K). That is 
why tor this research the English abbreviation MOTIQ is used. 

14 
Ven, van de, LA.M.C (2004) 

15 
Wijnen (1994) 
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In a project actars make decisions on the basis of decision-documents, which include the results, 
which need to be realized, the activities, which need to be implemented and the five control factors. 16 

The decision-documents also include requirements for quality. After every phase the initiator or other 
actars could conclude that the described or realized quality meets or does not meet with the agreed 
quality-level, this is a go/ no-go decision moment. All the work, already done, may have to be done 
again according to the described requirements. This is one of the reasans why it is so important to 
have clear what quality is and what the perceptions of the actars are, regarding to quality. 

The go/ no-go decision moments and documents are: 
• Initiative: 

C: 
0 
:~ 
~ 
"0 
Q) 

-6 
c 
0 
Q) 
u 
~ 

o Initial Plan (1); 
• Plan Development: 

o Structure of Requirements (2); 
o Outline Design (3); 
o Master Design (4); 
o Definitive Design (5); 
o Building Plan (6); 
o Specifications (7); 
o Financial Advise (8); 
o Budget of Foundation (9); 
o Assignment Advise (10); 

• Realization: 
o Official Report of Completion (11); 

• Management & Exploitation: 
o Management Report (12). 

AcqulsltJOn/Purchase 

::J 

:s "'---. 

Rental & Sales 

----Figure 4. 7: Deosion moments and documents and the impact on the project 17 

The decisions at the end of the real estate process have less impact on the total result than in the 
beginning of the project, as the blue dotted line in figure 4. 7 shows. The weighting of a decision 
moment during the time becomes heavier. In the real estate management part the plan is fixed and 
realized . The actars whoare involved in this part of the processneed to deal with the decisions made 
in the real estate development part. But the management of a city center is an important activity 
related to quality thinking. So the knowledge of the actars who are involved is this part of the process 
need to be replaced by the real estate development part. 

16 
Ven, van de, L.A.M.C (2004) 

17 
M. Weerelts (2006) & Ven, van de, L.A.M.C (2004) 
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4.4 Condusion & Recommendations 
Conclusions 
In this chapter the real estate process is described, this contains the real estate development and real 
estate management. These two different parts are important for this research because the way to 
deal with the term quality differs. 
During the first part of the real estate process the meaning of quality and the perception of the actors 
are important. All actors together need to form a plan (provided quality), which fuifiJs the expected 
quality of the users. 
After realization there is the moment of truth, the provided quality is connected with the expected 
quality. If the project is not been fully accepted by the users, this means that the desired experience 
quality has not been reached, has it impact on the management and exploitation phase. 
The system approach, which describes the management and exploitation phase, emphasizes that it is 
almost impossible to react beforehand on developments in the market and the project. You need to 
react at the right moment and that is after noticing what is happening in a project. Dealing in an 
effective way on these changing circumstances could enlarge the actual life cycle of a plan, this could 
be 6 months or 20 years. It depends on the circumstances and the internal and external influences. 
Observing the influences and problems in a city center could postpone a large-scale-development that 
can be replaced by smaller adjustments, with lessimpact on the area. 
But without knowing what quality is and what the perception of the actors is, it is hard to create a 
qualitative good plan, even though the processis perfectly accomplished. 

The most important go/ no-go decision moments are mentioned in this chapter but these are not all 
relevant for the quality thinking. The six most important documents and go/ no-go decision moments, 
for this research, are: 

• Initial Plan (1); 
• Structure of Requirements (2); 
• Outline Design (3); 
• Master Design (4); 
• Definitive Design (5); 
• Management Report (6). 

Acqu tsttJon/Purchase 

Rental & Sales 

fi _____________ _ 
Figure 4.8: The six decJ'sion moments related to quality thinking 

All documents are part of the first phases of the real estate development part, this is important 
because these documents can influence the quality level. The documents, which are fixed in a later 
part in the real estate process, have less impact on the results. 
The documents mentioned above all need to include an extensive description of the quality aspects. 
This needs to be based on the input of all actors involved in that part of the process. 
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The management report is implemented in the end phase of the process but the writing of this 
document should start also in the beginning of the process. This stimulates the integration of the two 
different parts of the process and the involvement of the managers and users of the project in the real 
estate development part. 

Advice fortooi 
• Increase the gap between real estate development and real estate management; 
• Enlarging initial life cycle; 
• The tooi must contain the six go/ no-go decision moments/documents that are part of the 

initiative-, plan development- and managementand exploitation phase; 
• Stimulate communication between the different phases of the real estate process; 
• The tooi must also be used in the management phase, basedon the system approach; 
• The decisions must be made in the first part of the process. 

Recommendations 
• In this research the decision moments are based on different decision documents that focus 

on communication. It is also interesting to see what the result is when focusing on the 
intention agreements between the actors; 

• The quality level can be influenced by how the processis arranged. 
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5. Actors 

In chapter 3, the term complex large-scale-development is mentioned. One of the charaderistics of 
these kinds of projects is diversity of actors. 
In this chapter the most important actors, who are involved in the redevelopment of city centers of 
medium-sized cities, will be mentioned. The accent is on the future perspectives of these actors and 
their vision on quality. 

5.1 Complexity 
In a complex situation a lot of actors are involved so the possibility to get a difference in perception of 
one of the quality aspects is high. Some reasans for the difference in perception, especially in a 
complex situation are: 1 

• Diverse backgrounds; 
• Different future visions; 
• Other values in the project; 
• The changing composition within the project; 
• Incorrect communication; 
• Different financial means; 
• Etc. 

Figure 5.1: Actars and the diverse perceptions of one quality aspect 

These differences make it hard to have a discussion about quality because the actors do not have the 
same basic assumption, see figure 5.1. 

5.2 Diversity of Actors 
In this research all parties concerned are called, actors. Actors are individuals, institutions or 
organizations, which have a decisive influence on a certain process, most of the time. 2 Actors are 
distinguished on the basis of intentions: like ambitions, resources, expectations concerning other 
actors, needs, orientations and considerations. 3 

In table 5.1 the actors are mentioned and separated in three different levels, primary-, secondary and 
tertiary environment. In this research the project is located in a city center of a medium-sized city. In 
these projects the local authority could be the initiator. The initiator is the party that wants a 

1 
Goal P van, et. al. (2001) 

2 Geerlings, D.A. (2005) 
3 Erv~ van het H.J. (1999) 
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redevelopment and takes the initiative. The initiator is looking for parties that are willing to join the 
project.4 These parties are mentioned in table 5.1. 

Project environment model Shortlist 
Primary Environment Users 

Local Authority 

Secondary Environment Developer 
Investor 
Housing Association 
Process-tProject Manager 
Designers 

Tertiary Environment Indirect Involved Stakeholders 

Table 5.1: Actars shortlist 
5 

5.2.1 Primary Environment 
The primary environment is based on the users and local authority. The difference between provided 
quality and expected quality can be noticed within these groups. The provided quality is implemented 
by the actars mentioned in the secondary environment and the authorities. The local authorities are 
different participants because this actor is responsible for the provided quality and has a close relation 
to the users. The users abserve the project as 'expected quality'. So the relation of these actars to the 
primary environment is important for the quality thinking to come to an appreciated experienced 
quality. That is why these groups are mentioned exhaustively. 
An example of this problem is from Garvin (2002): 

Users 

'Many people are disillusioned w1th planning because so many of its promises are nat kept. 
Usually these promtses are made in goed fa1th by planners who bel1eve that the1r JOb is to 
establish mumctpal goals and provtde bluepnnts for a better ctty'. 

Users are an important actor but simultaneously also complicated, especially when it is about quality. 
Lim and Mohamed (1999) give an example of this complexity: 

'However, we must nat forget that the users and the general public do nat necessary have 
stmtlar predetermtned goals regardmg the project at all. Hence, the expectation on the 
outcome of the project and the perception of project success ar failure w111 be different for 
everyone'. 

So the group users as a coherent group does not exist. One possibility to approach the users is 
splitting them up in diverse user groups. This is based on a research of Gehl Architects, Copenhagen:6 

• The every day users: People wholive and workin the area; 
• The visitors/customers: People who visit the function in the area; 
• The passers-by, pedestrians in transit: People who pass through the area; 
• The recreational visitors: People who visit the area because it is delightful/ to 

use the area in relation to recreation, pleasure, 
exercise, play etc. 

• The visitors to events: People who visit the area because of special 
events. 

The reason for coming to a city center and the relation to the center influences the experience of the 
users. If people know other people or know the city center because they have been living there for 30 
years or if people are tourists, who visit the center for one day, could lead to a different perception of 
the area. 
The diverse users do not all live in the city where they are present. This is another difficult aspect to 
deal with, because the people who live in the city can vote for the local authority, who can implement 
their demands (expectations) in the plan. The users, who come from other places don't have this 
possibility and they are dependent on others for the plan and its implementation. They only see the 
plan after realization and they will experience it. If the expectations don't correlate with their 

4 Geerlings, O.A. (2005) 
5 Basedon tigure from; Erve, van het H.l. (1999) 
6 

From presentation of Jan Gehl August 9th 2006 
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expectations, they can disappear from the city and go to other places. This decrease of users could 
lead to an awful situation. So it is important to get to know the expectations of all user groups 
mentioned above. The values of this actor-group during a redevelopment are: 

• Fulfils personal needs; 
• Fits financial restrictions. 

Authorities 
The authorities can be separated in three levels, governmental-, regional-, and local authorities. For 
this research the local authorities are an important actor and aften the initiators of the project. 
The local authority is responsible for the politica! and social support of a spatial plan. 
An important character of the local authority is that they are elected every four years and therefore 
the targets can change every four years. If the plans are nat implemented befare a new local 
authority is installed, one of the consequences could be that the actual plans need to be transformed 
to get an agreement with the new local authority. On the other hand the actual plans could be 
implemented faster so the new local authority does nat have an influence on the new project. 
It is hard to implement these complexities in a project because you have to deal with diverse actors, 
diverse visions and the problem of the elections. This could give discussions about the quality level as 
wel I. 
The values of the local authority are: 

• Satisfies needs of users. 

Quality is an important issue of the governmental policies for a long time. The National Spatial 
Strategy (Nota Ruimte), Structural Concept (Struktuurschema) and Regional Plan emphasize this. The 
term quality can be found in the following documents from the diverse levels of the authorities: 

• Governmental Authority: 
o National Spatial Strategy (Nota Ruimte),· 
o Structural Concept (Struktuurschema), farmer: Key National Spatial Planning Decision 

(Planologische kern Beslissing). 
• Regional Authority: 

o Regionat Plan (Regioplan). 
• Local Authority: 

o Structure Plan (Struktuurplan); 
o Zoning Plan (Bestemmingsplan). 

Local authorities 
This research focuses on local level. The regulations of the local authorities are put in structure plans 
and zoning plans. The zoning plan is an obligated document for everybody, citizens, companies, 
organizations and the authorities. A description of this plan is given in appendix A tagether with the 
description of the Image Quality Plan and the Building Aesthetics Committee. The last two are 
important ways for the local authorities to keep an eye on the quality of the built environment. 
The local authorities have some more instruments to assure the quality of the built environment, e.g.: 

• Urban development restrictions; 
• Urban development plans; 
• Design of public spaces; 
• Quality-team or supervisor; 
• Choice of architects; 
• Comprehensive adjustment with other policy fields; 
• Management plans; 
• Etc. 

Other instrumentsof the local authorities for stimulating the quality are: 
• Building Aesthetics policy; 
• Restrictions of non-governmental principals; 
• Landscape development plan; 
• Public discussion meetings; 
• Digital information systems; 
• Etc. 
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5.2.2 Secondary environment 
De veloper 
The developer strives after optima! quality for minimum casts. The primary goal is to maximize the 
development profits.7 The risk is strongly based on the moment of selling the project. But the attitude 
of the developers is changing during last years. Due to the cooperation with public actors, like the 
authorities, the developers are getting more and more involved in the whole process and are more 
dealing with the future situation of a project. But this still depends on which company you are dealing 
with, for this research the future vision of the developers in general is assumed to be short. 
The developer is active in the process from the initiative phase to the management phase. 
Their values during a project are:8 

• Realization within budget; 
• Realization within time; 
• Satisfaction of users. 

Investor 
The investor has a long-term vision to the real estate process. They strive after a project that 
guarantees a return as high as possible over a long period. Investors approach real estate more as a 
stock, sa called property funds. 9 

Investors can also play another role in a development, for example as owner of an existing object in 
the development area. Sametimes they are opponents of the development because they think the 
value of their real estate will diminish and sametimes they try to become a participant in the 
development on the basis of owning real estate in that area. 
Their va lues are: 10 

• Cast contra!; 
• Reaching the time limit; 
• Realization for determined return. 

Housing Association 
The housing association is active in the social housing sector, but nowadays they are also active as 
developer in the more expensive housing sector, shopping segment, residential care homes and 
owner-occupied houses. 
The housing association can act as principal, but this happens aften in a residential area nat in a city 
center, ar they can work tagether with other actars to reduce the risks. 
The association has a long time vision of 50 years. 
Their va lues are: 11 

• Satisfaction of users; 
• Social benefit 

Process- /Project Manager 
The process-I project managers are mostly invited by the authorities to contribute to the progress of a 
project and to insert the knowledge, which the authorities ar other actars do nat have. They keep an 
eye on the financial situation, time planning and quality guarantee of the project. 
Especially in a complex situation like city centers this actor is aften part of the project team. 
Their values are: 

• Satisfy needs of their principal. 

7 8 
Erve, van het H.J. (1999} & Goof, van (2001) 

9 Goof, van (2001) 
10 

Goof, van (2001) 
11 

Ven van de, LA.M.C {2004) 
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Designers 
The most important designers on area level are the urban designers and architects. Their role is to 
translate the schedule of requirements and translate their vision of a project into a plan. 
This actor has a shorter time vision. He/she will discuss options for a Jonger term but the most 
important is the result after realization. The project needs to have a good image to guarantee future 
work for the designers12

: 

Their values are: 
• Attractive design; 
• Satisfy needs of users/clients. 

5.2.3 Tertiary environment 
Indirect involved stakeholders 
This category of actars consists of diverse associations like retailers'-, occupiers'-, owners'- and 
environmental-associations. Same of these groups arise because of the new developments. Others 
have a more continuously existence. They do not look at the future situation but they only look at the 
problems that can be expected, in the close future13

• 

This group could be very useful but could also be a difficult actor, being against all things happening 
in a project. 
Their values are: 

• Proteet their own demands. 

The users can join a group as indirect involved stakeholder. The values of this group are also present 
in the values of the separated user groups. That is why this actor is not explicitly mentioned in the 
later part of this research. 

5.3 Involvement of Actars 
The actars all have their own activities in a project and are active in diverse parts of the process. The 
actors, responsible for the policy, are other people as the designers. People who are making plans are 
not the same as the people whotake care of design, realization and management. After every step in 
a project another group of actars continues. This is an important aspect for the quality issue. Figure 
5.2 gives a global figure of the presence of the diverse actors. This figure could be different for all 
projects, especially the housing association can have diverse positions in a large-scale-development. 
Also the moment that the developer is involved differs in every project. In this research the developer 
is involved in the beginning of the process. 

12 
Erve, van het H.l. (1999) 

13 
Erve, van het H.l. (1999) 
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Figure 5.2: Involvement Actors 
14 

Reèl Estale Deve/opment 

1-15 yeèrs 

RealEstale Management 

0-50 years 

In figure 5.2 can be seen that there is a difference between the involved actars in real estate 
development and real estate management. As mentioned in last chapter, these two phases are very 
closely related especially when it is about quality. It is important to involve the actars in an early stage 
of the process and keepthem involved after realization . The actars get more committed to the plan if 
they have a long-term-relation and the development- and management phase will be more integrated. 
This increases the possibility to lose information during the real estate process. 

5.4 Actors and their relation to quality 
In chapter 2 the term quality is described but a clear definition is not given . Vinkenburg (1995) writes 
that the quality needs to refer to sarnething or a moment in a process. The real estate process has 
different moments and every moment has its own characters and different actors, whoare involved. 

Some authors write that quality is directly related to the clients/customers, according to Mouton 
(1996) quality is 'that what the clients want'. 
But Garvin (1988) shows that this interpretation is not always correct. He uses diverse viewpoints and 
more actars than only the clients, to show what quality is. According to Garvin (1988) all actars have 
other viewpoints in a project. This is an important issue in order to understand what the assumption 
of quality for these actars is. 

Pirsig (1975) shows that all actars have their own apinion about quality in following expression: 

'Qualtty ts the occurrence when the subject is aware of the obJect; observation creates 
reality' 

14 
Goof, van P (2001}, Hartog, den P (2006), Grootenhuis, J.B. (2005) 
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Subjects or actars are continuously changing during the real estate process, not only the actars 
change but also the people, who represent the actors. All these actars have different observations 
because they all have a different point of view and different values. This makes it hard to define 
quality because it is different for everybody. 
But all actars tagether need to make a plan and need to come to an agreement. 

The subject is changing but the object, in this research city centers of a medium-sized cities, is the 
same during the whole real estate process. 
Pirsig defines the term quality as an 'event', the reunion of the subject and object. He does not give a 
definition of quality but he refers to the meaning of it using experiences for renewals in the relation of 
the subject and object. This is explained in two dialogues from Pirsig (1975) in his book 'Rhetoric and 
Madness: into Values'. 

Onpage233: 
'Quality ... couldn't be independently related with either the 
subject or the object but could be found only tn the 
relationship of the two with each other. It is the point at 
which subject and object meet. That sounded warm. 
Quality is nat a thing. Warmer. 1t is an event.. Quality is 
the event at whtch awareness of bath subjects and objects 
is made possible. Hot' 

Onpage235: 
'What was it Chris satd I told him last night? Til see you at 
the top of the mountain'.. no ... Til meet you at the top of 
the mountain. ..How could I meet htm at the top of the 
mountain when l'm already with him? Something's very 
strange about that.' 

From this part of the book, Pirsig wants to make clear that quality is not a thing but an 'event'. 
Meeting someone in a bar where you see him every Saturday, or meeting him at the top the mountain 
where you have never been before, is a totally different 'event'. 

5.5 Conclusions & Recommendations 
Conclusions 
Not all actars are mentioned in this chapter. Too many groups are involved, so the most important 
groups of a large-scale-development in a city center are described: investors, developers, housing 
associations, designer stakeholders, process-jproject managers, local authorities, indirect stakeholders 
and users. 1t is hard to give the exact period for the future vision but in the figure is clarified that not 
all actars have the samefuture vision so this could give some problems during the real estate process. 

All actars are involved in other parts of the process, this makes it hard to have a clear notion of the 
desired quality levels of the plan. That is why the long-term-relation of the actars needs to be 
emphasized. The link between real estate development and real estate management increases, the 
future visionsof the actars are more equal and the users are more integrated. 

The provided quality of the actars from the secondary-, tertiary environment and local authority, need 
to match the expected quality of the users. The actars all have a focus on other dimensions of quality 
but to come to a good plan, the focus and perceptions of all actars need to be known to have a 
discussion during the process and to be aware of the perceptions of the users. If the actars know 
what the differences are in their perception of the quality aspects it makes it easier to talk about it. 
The local authority and the process managers can play an important role in this quality thinking or an 
external quality team can be established to farm a constant factor in the quality thinking and 
implementation. 

The relation between the actars and the project is described in this chapter as an 'event'. For a large
scale-development this 'event' is complex, because in every moment different actars are involved and 
every moment has its own characters and difficulties concerning quality. 

Advice for tooi 
• Try to make clear the perceptions of the actors; 
• The documents from the local authority need to be used in the process and must be 

implemented in the tooi; 
• The diversevalues of the actars in a project need to be clarified; 
• Stimulating a long-term-relation of the actars to the project; 
• The tooi must be based on the input of all actors. 
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Recommendations 
• The users are an important and complicated group of actors. Ta get more insight in their 

wants and needs another research is necessary. 
• Ta have a good view of the roles of the actors, for every project a field of force analysis needs 

to be done; 
• Another study can be done to find out what the term quality means, related to the 

announcements of the governmental-, regional-, and local authorities. 
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6. Semantic Differential Method 

The issue of this research is to make the term quality usabie and discussable. The first step was to 
split this term in diverse quality aspects, which are mentioned in chapter 2. Some of the aspects can 
be made measurable but the experience aspects need another approach because they deal with the 
perceptions of people. The two aspects, 'Social Safety' and 'Identity', both have a part that is based 
on the feelings of people. The first issue is that the actors are not familiar with the perception of the 
other actors as mentioned in the previous chapter. The other issue is that it is hard to discuss these 
aspects. So for structuring a usabie tooi, the experience aspects need more attention. 
The Semantic Differential Method of the psychoiogist Charles. E. Osgood (1957) is used to solve this 
problem. This method shows how people think about the aspects of 'Social Safety' and 'Identity' and 
makes this more explicit, so the aspectscan be communicated and discussed. 

6.1 Connotatien 
The psychoiogist and communication scholar, Charles E. Osgood, developed work in the measurement 
of meaning of the dimension; connotation. 1 His concern was with semantics and he devised a method 
to plot the differences between individuals' connotations for words and thus map the psychological 
'distance' between words. Osgood's method is known as the 'Semantic Differential'.2 

Semantic Differential is a method to discover what kind of feelings people have for a word, sentence 
or sign. 

Many linguistics and philosophers would say that two people must first agree on the 'meaning' of a 
sign before they can disagree on their diverse emotive and other reactions to it. 

Example: 
Man A may find THUNDER (perceptual s1gn) challengmg and excitmg while man B finds 1t 
extremely frightening, but befare they can communicate about this state of affairs they 
mustagree on the referent of the hngwst1c s1gn 'thunder' intheir camman language.3 

As a matter of fact, our data are replete with cases in which individuals differ in their semantic 
differential profile for the same sign-vehicles. One of the major uses of the instrument is to measure 
such differences between people. So man A and B need to agree on what 'thunder' refers to even 
though the distinctive representational statesineach may be differ. 4 

6.2 Using Semantic Differential in the Built Environment 
In the built environment a lot of actors are involved, some have technica! skills, other management-, 
or design skills. The difference of perception of quality aspects could be exhaustive, the Semantic 
Differential Method helps to understand the different perceptions of the actors. Teagué, describes 
this as follows in his ledure during the conference of the 'Usability Professionals Association': 
The search for a way to quantify aesthetics has been a constant struggle between the arts and the 
sciences for decades (if not millennia). While the engineers and scientists want a numerical measure 
of the aesthetics of a product (using things like symmetry, balance, density, etc.), the artists 
(including designers) have argued that true art is not quantifiable, because it affects the user in so 
many different ways. This Method serves as a bridge between those two camps by offering some 
quantification of the user perception of aesthetics (how well the artist's message is received), while 
still leaving the process of design and redesign in the hands of the artist. The output from the 
semantic differential exercise is likely to be on the order of: "the design needs to be more masculine, 
harder, and wetter''. 

1 
Connotation means, according to dictionary Van Date: the perceptton, re/ated to a wor~ but not the real meaning of the 

word. 
2 3 4

0sgoodC. E (1976) 
5 

Ph.D. -Dr. Teague is passionate about understanding people and their use of products and services. As a Senior Human 
Factors Psychoiogist and Manager of Design Research at Human Centric Technologies, Dr. Teague gets as close as possible to 
end-user's likes, disltke~ and limitatlons by going beyond product functionality to create differentiated products. He works to 
integrate user specificattons wtth business and technology requirements to create a product that exceeds user expectations. 
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That data is then put in the hands of the designer to manifest the needed changes, after which the 
design is re-evaluated. Therefore, semantic differential does nat take the artistic process out of 
design, but merely provides the designer with key pieces of information:6 

• How does the user perceive the design? The designer's intent may have been that the design 
seems aggressive and powerful to appeal to male customers, but the user's perception may 
actually be that the design seems fragile. 

• What aesthetic direction would the user prefer? Designers aften have to rely on marketing 
data, personas, and idea boards to infer what the users in a particular segment are searching 
for aesthetically, but the semantic differential methad provides direct information on the user 
requirements for aesthetics. 

These techniques will also serve as a bridge between the usability evaluation and the design to allow 
evaluators and designers to understand the impact of aesthetics on the overall design, as well as the 
emotional impact of a design on the user. The experience of an area is based on three aspects: 
Experience buildings, Experiencing People and Experiencing streets.7 TheSemantic Differential Methad 
contains these three aspects. 

6.3 How it works? 
Subjects were given a word, for example 'car' and presented with a variety of adjectives to describe it. 
The adjectives were presented at either end of a seven-point scale, ranging from, say, 'good' to 'bad' 
or from 'fast' to 'slow'. This makes it able to draw up a 'map' of people's connotations for a given 
word. In tigure 6.1 you can find Osgood's map of people's connotations for the word 'Polite'. The 
graphic shows ten of the scales used by Osgood. The graphic maps the average responses of two 
groups of 20 people to the word 'Polite'.8 
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Figure 6.1: Semantic Differenttal of 'Polite' 

Osgood's methad is a development of the Likert scale in that Osgood adds in three major factors or 
dimensions of judgment:9 

• Evaluative factor (good - bad); 
• Potency factor (strong - weak); 
• Activity factor (active - passive). 

6 Teague, R. C (2005) duringa lecture of 'Usability Professionals' Assoäation' 2006 
7 Geh~ J. a.o. {2004) 
8 www.cultsock.ndirect.co.uk (May 12th 2006) 
9 

Sytsma, R. (2002) 
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Osgood called these scales 'Semantic Differential' scales because they differentiate attitudinal intensity 
based on a person's subjective understanding of the connotative meanings of words. 

But befare starting this method, the relevant scales for 'Social Safety' and 'Identity' need to be found. 
This can be done by using Factor Analysis. This methad simplifies complex sets of data based on 
correlations between variables. 10 Tabachnik and Fidell (2001) define factors, as variables that are 
correlated with one another but that are largely independent from other subsets of variables. Royce 
(1963, in Kline, 1994, in Sytsma 2002) describes factors more narrowly as dimensions operationally 
defined by their factor loadings, which are, in turn, correlations of each variabie with each 
dimension. 11 

6.4 Social Safety & Identity 
Four factor groups, with 16 variables are filtered from 54 variables for bath the quality aspect 'Social 
Safety' as well as 'Identity. These factors are given in the tables 6.1 and 6.2. Four factors are 
extracted. For 'Social Safety' one factor from Osgood is taken and for 'Identity' two factors from 
Osgood are taken, which give a good impression of the meaning of the factors. The analyses of these 
results are given in appendix B and the definitive list with variables are put in appendix C and D. 

Social Safety 

Factors Variables Factor Narnes 
Factor 1: Foul - benevolent Faith (Vertrouwen) 

Unpleasant - Pleasant Mean: 3.25 
Cruel-Kind 
Rich - Poor 
Bright - Dark 

Factor 2: Awful- Nice Tidiness (Netheid) 
Clean - Dirty Mean: 2.92 
Unfair - Fair 
Sick - Healthy 

Factor 3: Distasteful - Tasty Intense (Intens/Krachtig) 
Shallow- Deep Mean: 2.87 
Passive - Active 

Factor 4: Ugly - Beautiful Potency (Potentie) 
Worthless - Valuable Mean: 2.69 
Sad- Happy 
Furious - Peaceful 

.. 
Table 6.1: Anal factor partttton- Soaal Safety 

Identity 

Factors Variables Factor Narnes 
Factor 1: Nice- Awful Evaluative (Evaluatief) 

Beautiful - Ugly Mean: 3.06 
Tasty - Untasty 
Bright - Dark 
Hot- Cold 

Factor 2: Happy- Sad Sensitive (Sensitief) 
Rugged - Delicate Mean: 3.27 
Heavy - Light 
Powertul - Powerless 

Factor 3: Successful - Unsuccessful Potency (Potentie) 
Strong - Weak Mean: 2.95 
Deep - Shallow 
Brave - Cowardly 

Factor 4: Fresh - Stale Credibility (Geloofwaardig) 
Hard - Soft Mean: 3.23 
Alive- Dead 

.. 
Table 6.2: Anal factor partttton -ldenttty 

10 
Sytsma/ R. (2002) 

11 
http:jjwww. cultsock.ndirect. co. uk 
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6.6 Pitfalls 
There are objections to Osgood's methad - one is that it appears to assume that the adjectives chosen 
mean the same to everyone. Thus, the methad becomes self-contradictory - it starts from the 
assumption that people's connotations for a word differ, but have to rely on the assumption that, for 
certain words at least, they don't. How do you know that your 'tensejrelaxed' is the same as my 
'tensejrelaxed'?12 

There are aften objections that the correlation between stated attitudes and actual behavior turns out 
to be quite low and attitudes are aften poor predictors. This should be overcome somewhat by the 
relative sophistication of Osgood's method, but there are still the problems of: 13 

• Respondents giving socially desirabie responses - what they think are the 'right' answers; 
• Respondents developing a response set - giving consistently moderate answers, or always 

either agreeing or disagreeing; 
• Respondents give their perception from a personal view, and not from the professional view, 

as desired in this research, except the users. 

You can overcome some of these problems by: 14 

• Very careful choosing the words so that agreement with some questions and disagreement 
with others indicates an attitude - if you get, say, agreement with them all, then you know 
that the respondent has probably developed a response set; 

• The Factor Analysis filters the not correlated variables. If the variables have different 
meanings or are differently observed by the respondents these are also removed from the list 
of variables. The FA starts with 54 variables and after analysis, 16 are left; 

• Stressing the total anonymity of the responses - that may militate against the desire to give 
socially acceptable answers; 

• Emphasizing the importance of the work, especially if your practical work seeks to be 'socially 
useful' - this may encourage honesty; 

• The inclusion of some questions, which are completely irrelevant - in that way you can 
disguise the purpose of your test. 

6.7 Conclusions & Recommendations 
Conc/usions 
The Semantic Differential Methad is a methad to understand the different perceptions of the actors. It 
is a way to quantify the experience of 'quality'. 
Two models are made, using the Semantic Differential Method, to find the perception of the actors, 
both 'Social Safety' and 'Identity' are based on four factors namely: 

• Social Safety; 
o Faith, Tidiness, Intense, Potency. 

• Identity; 
o Evaluative, Sensitive, Potency, Credibility. 

For this research the methad can be used in three different ways. 
1. Definition: 

In chapter 2 some definitions of quality are provided but a fixed definition is not possible. By 
using the Semantic Differential Methad the meaning of the quality aspects can be figured out, 
according the diverse actors, based on a certain 'event'. This is still not an exact definition but 
it increases the discussion space. 

2. Experience: 
The Semantic Differential lillethad is used to notice the difference in perception between the 
diverse actors. The actars can understand now what other people think of a quality aspect. 

3. Process: 
The Semantic Differential Methad makes the quality aspects more discussable, which 
simplifies the discussion and makes the process go more fluently. 

12 13 14 http.//www.cultsock.ndirect.co.uk 

Master thesis: Quality Assurance 46 Hetty van der Pennen 



All these ways support decision making of the experience aspects, because it is possible to discuss 
these and make the aspects measurable. So the methad is an added value for the final tooi, specially 
based on the aspects, which are in the current situations hard to implement in a process. 

Advice fortooi 
• This methad must be implemented in the tooi to define the experience aspects; 
• The methad can be used to show the differences between the actors; 
• The methad can be used tofarm the basis of a discussion about the quality aspects. 

Recommendations 
• In this research the methad is used in one way. This methad could be used in lots of different 

ways. This is based on the specific situation and the target of the research. 
• The Semantic Differential needs to be made for all 'quality aspects'. This research however is 

only focused on the way of using this methad and the best way of getting information of the 
actars of the quality aspects 'Social Safety' and 'Identity'. 
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7. Application 

After the theoretica! part in the chapters 2, 3, 4, 5 and 6 about the quality of the city centers of 
medium-sized cities, this chapter starts with the analysis of the practical part. 
This is an important part of the research because the practical situation could be different from the 
things figured out in literature. Talking to the actars will be helpful to figure out how they work at the 
moment with the term quality and what their values in a project are and their opinions and 
perceptions of quality. 

'Every theory is correct in his own world, but the problem rs that the theory may nat make 
contact wrth thrs world' 1 

7.1 Interview 
7.1.1 Interview protocol 

For the research of the practical situation an interview protocol was formulated, so the interviews 
were done on a structural basis to get to know the desired information. The basis for this protocol is 
the literature from the chapters 2, 3, 4, 5 and 6. The interview protocol can be found in appendix E. 

The interview starts with the introduction, problem field and target of the research. Some information 
about the actars will be asked like function and background. 

The second part contains the questions about the Semantic Differential Method. By filling in the farms, 
made in chapter 6, the respondents get to know the methad and the reason for choosing this 
technique. The respondents of the interviews are first asked to fill in the common list. Because this 
methad did not work out properly, the respondents filled in the list based on four movies after all 
interviews had been done. 

The third part is about quality. This part emphasizes the role of the actars in the quality thinking 
during the real estate process. The questions try to figure out: 

• What is the current situation related to quality in the real estate process? 
• What is the role of the actor during the process, related to quality? 
• What is the attitude of the actor related to quality? 
• What is the difference in opinion, about the quality of a project, of the diverse actors? 
• Is the actor willing to use a tooi that supports the decisions related to quality during the real 

estate process? 

7.1.2 Resu/ts Semantic Differential Method 
During the application of the Semantic Differential Methad some difficulties are observed about the 
implementation of this method. The first time the methad is introduced to the respondents, the 
common list is used. This list is based on the 16 variables that are explained in chapter 6 and 
Appendix B. The respondents fill in the list based on their feelings about the words 'Social Safety' and 
'Identity'. 

The reactions of the respondents on the common list were the main reason for not including the 
results of these lists in the analysis. Some respondents could not give their apinion about a word. That 
is why the second implementation of the Semantic Differential Methad is introduced. This is done by 
filling in the list based on a picture of a project. But this does not give enough information to create a 
certain feeling about a project either. Using a real situation could overcome these problems. 
In a real situation the respondents are walking through the city center so they can experience the 
project. This is a good way to get to know the feelings of people. By this approach the respondents 
were asked to fill the list based on the specific city center. This analysis shows that it is useful to 
implement theSemantic Differential Methad in a real situation. 2 

1 W Edwards Deming (1958) 
2 The reason that the Semantic Differential Methad is not working fora city center related to previously applications of this 

methad is the complex situation and circumstances of a city center compared to 1:e. a vase. The analyst needs to take these 
issues into account wh/Ie using the methad in an urban environment. 
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For this analysis only users are involved, so the differences between the actars cannot be noticed. 
Therefore the fourth way is introduced. The results of the first three methods are put in appendix F. 

Figure 7.1: Different ways of using Semantic Differential Methad 

The fourth way tries to clarify the experience of the respondents by using short movies. The rnavies 
give a good impression of the experience, because you can see people walking around, abserve their 
activities and notice the weather conditions. All these aspects can influence the results because the 
results are based on a real situation. Using a movie is very close related to a real situation. Benefits of 
using a movie insteadof a real situation are: 

• All respondents see exactly the same part of the city center and get the same information; 
• It is hard to get a group of actars tagether on the same time and same place to fill in the list. 

The respondentscan fill in the lists on the Internet, when using movies.3 

The rnavies are recorded in medium-sized cities in Limburg, a southern province in the Netherlands. It 
could happen that respondents recognize the city and don't give their apinion only on basis of the 
movie but also on their experiences of the total city center. That is why the respondent are asked if 
they recognize the city center and what their relation is to the city center. 4 This must be taken into 
account while analyzing the results. 

One of the goals of the Semantic Differential Methad is to get to know if the perception of the actars 
differs. The D-score is used to show these possible differences. An explanation of the D-score and the 
way the results are calculated are given in appendix G. 

The D-score results for 'Social Safety' and 'Identity' are given in table 7.1 and 7.2. The question: 'Do 
you know the city in which the movie is recorded', is nat used forthese results. Approximately a third 
of the respondents filled in that they know the center but most of the time it was another city.5 

Therefore it is hard to take this issue into account. 

3 Appendix H shows the internet site 
4 

The relation to the city center is separated in seven groups: Resident/ Workingj Participating in a project/ Place of residence 
of fam!Ïy or friends/ Visitorj No relationj Other 

5 Th is conclusion is based on the reactions of the respondents after fitting in the lists. 
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Figure 7.2: Graphs of differences between actars and the quality aspects ïdentity' and 'Social Safety' 
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The results are based on a total of 54 respondents. The respondents are not equally distributed over 
the actor groups. No one of the investors and housing associations fills in a list. Therefore the results 
are not reliable. A reason for the few respondents could be the shortage of this method, e.g. forsome 
people the variables are unclear. Another reason could be that the actors do not see the advantage of 
this method. These reasans are just speculations. 

Despite it, a difference between the groups can be noticed, after analyzing the results. The biggest 
difference for the aspect 'Identity' is observed between the developers and the local authority and for 
the aspect 'Social Safety' between the developer and designer.6 In this research a difference of more 
than 1.0 unit is observed as notable. 
Observing the actor groups separately, the developers have an affective reaction most different, 
compared with the other actors. This counts for both quality aspects, see figure 7.2. 

Looking at the results of the tables 7.3 and 7.4, the differences within the group of the developers are 
less than the other groups. The developers form a more coherent group. But this is also the result of 
the fewer respondents from this group, compared to the respondents of the users group and the 
respondents from the project-/ process managers group. 

Table 7.3: Standard Deviation within groups - Results Movie 1 - Identity 

Table 7. 4: Standard Deviation within groups - Results Movie 1 - Social Safety 

The conclusions mentioned before are only based on the results of the first movie. The results of the 
remaining three movies cannot be analyzed because fewer respondents fill in the lists compared with 
the first movie, so the reliability is lower. The users and project-/process managers are the only two 
groups with sufficient reactions for the second, third and fourth movie.7 The difference between these 
groups is very small. Taking all four movies into account the aspect 'Identity' differs between 0.46 and 
0.32 and for 'Social Safety' it differs between 0.71 and 0.47. So the affective reaction of these two 
actors for the aspects 'Identity' and 'Social Safety' are comparable. 

6 
The biggest difference is indicated with a * in the tables 7.1 and 7.2. 

7 
Appendix I, the resu!ts of the Semantic Differential Methad for the ? , :? and <fh movie 
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A comparison between the results of the camman list, see appendix F and the results of the first 
movie show some similarities. In bath researches the opinions of the developers are the most 
different compared to the other actors. Another similarity for the quality aspect 'Social Safety' is the 
difference between project-/process manager and the designer. The differences between these 
groups are for the camman list, 1.01, and for movie 1, 1.39. Besides this, there are also deviances 
between the methods. The difference between the project-/ process manager and the local authority 
for the aspect 'Social Safety' is, for the camman list, 0.61, and for movie 1, 1.25. 

The results show that there are some differences between the actors, especially the developers have 
a different perception compared to the other actors. But again must be emphasized that these results 
are only interesting observations and cannot be accepted as certainties or facts. One of the 
conclusions of this analysis is that it is important to start communicating to know where other people 
are talking about during a project. 
The Semantic Differential Methad is only used to notice if there are differences between the actors, 
the methad is nat used to analyze the city centers. 

7.1.3 Results interview 
21 respondents were interviewed during the period from mid September till mid October 2006. In 
appendix J the respondents and the companies are given. 
The comments given by the respondents are based on their overall experiences and are based on 
their experiences about practical cases. The strategy of the company also influences their view on 
quality. 
The main ideas are filtered out, which can be used for the tooi and will stimulate the quality thinking 
of all actors. Appendix K shows more aspects from the conversations with the respondents. For this 
research the overall view of the actars on the project is important. The comments, only based on their 
own situation and values, without benefits for the total project, are nat mentioned. 

The overall view on the denotation of quality is that the word quality is seldom explicitly mentioned in 
a project. None of the respondents uses a method, which continuously evaluate the project and have 
a list for checking the quality aspects. Same of the quality aspects are mentioned frequently, like 
accessibility, social safety and livability but these aspects do nat always return during the process. In 
this research this approach is called 'implicit'. 

The way of thinking about quality is nat the same for all actars in an actor group. The local authorities 
from the diverse medium-sized cities all have a different approach. This is mainly based on the person 
who is responsible for the new city center. He/she could be an ambitious person or more 
conservative. The attitude towards a project can positively or negatively influence the quality level of 
that project. 
Another reason for this difference is the involvement of a project organization as part of the local 
authority. This is an organization that gives the local authority advice about the new plan. The people 
who are part of the organization are mainly professionals, like urban designers. That is why these 
local authorities, including a project organization, have more know-how than the local authorities 
without a project organization and therefore, the approach differs. These local authorities are of 
course allowed to involve project-/ or process manager, urban developers and/or other actors, to get 
more know-how. 

The developers, which are interviewed, have also a different view on quality. One of the differences is 
the focus on different scale-levels. One of the developers focuses more on the realization and the 
sales of the real estate what means that the arrangement of the apartments was more important than 
the area around the new buildings. Another developer pays more attention on the environment and 
the history of the city, so the new plan is more integrated in the whole city. From this observation 
cannot be concluded that one approach is better than others but it is good to know from all actars 
what their approach is and what their view is on quality. 
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The users are a special actor in the approach of quality. Chapter 2 emphasizes the existing gap 
between the professionals and users. The professionals also admit the importance to involve the users 
and decrease the gap. They must respect the demands of the users and use their experiences and 
opinions in a project. To diminish this gap the professionals and users need to know about which part 
of quality they are talking. 
Despite this, the approach of the interviewed actars is different about the involvement of the users. 
The overall vision is that you need to involve this group because of their apinion and their advice, 
related to the new project. The people interviewed agree that this group needs to be approached very 
careful. If you involve them in the beginning of the process you are obligated to inform them about 
the progress of the project. So it is nat about, whether you need to involve this group or nat, but it is 
about how to involve this group and when. Nat all actars agreed on this issue. 

All actars admit the importance of quality but the way of implementing it differs. If they don't admit 
the importance the actor puts himself/herself outside the market That is one of the reasans 
mentioned that the actars pay attention to quality. For this group the quality is implemented as an 
obligated issue and they presurne a basis quality level. For the other group of actars the quality is part 
of their working methad and they try to reach a quality level as high as possible. For this research 
bath groups need to be involved and bath groups must see the added value of the new approach to 
quality. 

Another part of quality is the future value. Same of the actars focus on the realization and the 
turnover of their real estate, other actars also care about the future situation and the exploitation and 
management of a project. So the values of the actars are diverse and this results in a different focus 
on quality. Most actars agree with the involvement of the police- and fire department in an early stage 
to prevent problems in a later part of the process or during the exploitation and management phase. 

7.1.4 Statements 
Five statements8 are given during the interviews related to quality thinking. But the given answers are 
nat reliable because the respondents are focused to give social desirabie responses. Statement 1 is an 
example of the wrong defined statement. 
Only question 3 can be seen as reliable because this statement is nat about a good or bad approach 
to quality but it is related to the way actars approach the content of quality. 

Statement 1: 'Quality-thinking' needs to get a more important role in the development process. 
85% of the respondents agree that 'quality-thinking' needs to get a more important rofe in the development process. 
15% of the respondents are neutral or don't have an opinion. 
This is a remarkable result because during the interviews most respondents point out that they do everything to get the 'right 
quality level'. But during the interviews they admit that they need to spend more attention on this issue. The vision changes 
durin the interview. 

Statement 3: Quality ïs only based on personal experiences. 
The respondents all have a different vfew of the content of quality. 57% of the respondents agree with the statement 'Quality is 
only based on personal experiences' and 43% of the respondents disagree. The answers are not related to the role of the 
respondents, the results are randomly distributed over the answer options. None of the respondents are neutral ar don't have 
an o inion. This means that all actars look in a different wa to uali 

7.2 Conclusions & Recommendations 
Conclusions 
Although the Semantic Differential Methad has some deficiencies, it is a good methad to make clear 
the feelings of people. The methad makes the implicit feelings, explicit. This is an important step in as 
well the quality thinking as the clarification of the perception of the quality aspects, 'Social Safety' and 
'Identity'. 
It farms a bridge between 'provided- and expected-quality' as well as between the Structure of 
Requirements and the design. But the methad is nat perfectly constructed in this research and cannot 
be used for the final tooi. 

8 
See appendix E 
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A remarkable issue in this analysis is the difference in affective reaction of the developers for the 
quality aspects compared to the other actors, but these results are nat reliable so need to be 
approached with care. 

From the interviews a lot of information is collected and a good view of the approach of the diverse 
actars to quality is clarified. But the most important issue after analyzing the results of the interviews 
is that the focus of quality thinking is communication to get quality more explicit. All actars have 
another approach to quality and it is nat possible to say if it is the correct way or nat. The only thing 
that can be concluded is that the actars need to know where other actars are talking about, so 
communication about the content of quality during the process, must be the basic idea for the tooi. 

Same actars admit the importance of using the list, from chapter 2, for working with the topic quality. 
Others are convineed that the implicit way of using quality is the best way. The implicit way means 
that the actars don't mention the topic quality explicitly and don't have an ordered way of 
implementing quality aspects, like a checklist. 
If you want to attract all actars in the new quality approach a very clear and easy methad is 
necessary, which can be integrated in an existing process. Changing the process is nat possible 
because the process is nat only based on quality but also on money, organization, time and 
information. 
To get commitment, the opinions of the actars mentioned in the interviews are very important. The 
involvement of the users needs to be integrated in the methad but this only works out wel! if the 
actars see the benefits of the approach. 

Advlee for tooi 
• The users are an important actor group; 
• The tooi must be efficient and easy to use only than the respondents are willing to use it; 
• The tooi must guide the actars to one plan, by discussions and communication. 

Reeommendat/ons 
• The Semantic Differential Methad is used for the analysis of existing city centers. For a good 

implementation the relation to the urban designer and his/her role must be set. 
• To know for sure if the Semantic Differential Methad is working properly in the built 

environment more analysis need to be done and more applications in real situations; 
• An interesting aspect of this methad is, to figure out, if it is possible to use this methad as a 

monitor in the management & exploitation phase. 
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8. Measuren1ents and Restrictions 

Befare making a tooi it is important to give a review of the most important issues that can influence 
the quality of the built environment. This chapter gives the guidelines and points of attention for the 
final tooi, based on previous theoretica! analysis and application. 
Bath parts are important for the tooi because the results of the theoretica! part give extra information 
about the way you can deal with the term quality. The application gives a review about the way the 
current projects are working with the term quality. All actars have their own interpretation of the term 
but during a project they need to come to an agreement about the definitive plan. 
The target of the tooi is to deal with the different approaches and values of the actars by using the 
information from the theoretica! part. The tooi must give the actars a combined vision about the 
quality of the new project and make quality discussable. 

The guidelines for the tooi are based on the three different levels of quality assurance, which are 
mentioned in chapter 2: 1 

1. Identifying what quality means in context; 
2. Specifying methods by which its presence can be ensured; 
3. Specifying ways in which it can be measured to ensure presence. 

The first level is based on the denotation of quality and the complexities of the circumstances and the 
environment. The levels 2 and 3 are based on the process. Tagether these levels farm the basis for 
the tooi for quality assurance, completed by the information from the respondents from chapter 7. 

8.1 Identifying what quality means in context 
The focus area of this research is the city center of medium-sized cities. The four characters of a 
comprehensive approach, from the literature described in chapter 3, farm the context of quality in a 
city center of a medium sized city. These characters are complemented with the comments of the 
respondents from the interviews. The four features are: 

• Synchronization of the diverse scale levels; 
The different scale levels need to be integrated in the definitive plan. The step of drawing the 
plan must be moved to a later part of the plan development phase. First you need to figure 
out what the qualities of the diverse scale-levels are, to get to know what to draw or design. 
So it is important to take into account the scale-level of the city and the environment befare 
focusing on the city center. These analyses are based on the structure plan and can be seen 
as an obligated job for a local authority. The redevelopment of a city center cannot start 
without these analyses. By talking about the qualities of the diverse scale-levels a better basis 
could be created for the redevelopment of the city center. If the local authority doesn't have 
the skilis to do these analyses they can involve a professional. 

• Synchronization of diverse policy sectors; 
Although the synchronization of the diverse policy sectors is important for the quality of a city 
center, this research focuses only on the local authorities. The diverse departments within the 
local authority are complex because of the diverse values of the people. So the 
synchronization of the departments within the local authority needs attention. 
The local authority must be one actor in the project with one spokesman to decrease the 
complexity of this actor. The actars emphasize this during the interviews. All decisions made 
by the local authority need to be corresponded to the other actars by one person. This can be 
the alderman of spatial arrangement, who is responsible for the redevelopment of the city 
center. He/She needs to communicate the decisions made to all departments, which are 
involved in the new city center and vice versa. This prevents miscommunications within the 
local authority and can influence the quality level. 

1 Six Sigma 
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Another reason is that the employees of the local authority don't have sufficient know-how of 
the projects. Other actars can use this against them. This is especially the case in smaller 
medium-sized cities because the employees have no or less experience with large-scale
developments. The larger medium-sized cities catch these problems by using project 
organizations. But also in this case it is important to have one spokesman from the local 
authority to reduce risks and have a more fluent communication. 

• Synchronization of diverse phases of the real estate process; 
In chapter 4 the real estate process is separated into six phases with diverse decision 
moments. The decision moments farm a transition from a global to a more detailed plan. 
During these transitions some information could get lost. The implicit approach, mentioned in 
chapter 7, intensifies the lossof information. 
This research focuses on the beginning of the real estate process and on the management 
and exploitation phase. The initia! plan is the first document, which includes the topic quality. 
During the process the quality will be described in more detail. This means that after every 
phase the quality have to be described very clear, otherwise the expectations will not be 
fulfilled in the management and exploitation phase. Communicating about this topic during all 
phases of the process and a more explicit approach could clarify the decisions made in other 
phases and could decrease the loss of information during the phases. 

• Synchronization of the diverse actors; 
All the actars mentioned in chapter 5 and the area manager, police- and fire department, 
mentioned in chapter 7 have different values and other expectations about a project and the 
quality of a project. Tagether they have to come to a new plan for a city center. So befare 
starting a project the actars need to know the values of the other actors, this can simplify the 
discussion. It is very important to get to know the values of the users as well. This could 
influence the synchronization of the provided- and expected quality. 

In all four characters of a comprehensive approach, the term synchronization returns. In general can 
be said that if there is no synchronization, the quality sticks in e.g. one of the scale-levels or in one of 
the departments of the local authority or in one of the phases of the process or to one of the actors. 
This does not stimulate the quality thinking. A way to overcome this problem and imprave the 
synchronization is to make quality more explicit. This means communicating and discussing about 
quality. A definition of quality is not given in this research. That is why the schedule with the quality 
aspects from chapter 2 farms the basis of the denotation of quality for this research. This schedule 
farms also the basis for the discussion and communication about quality, to make the term more 
explicit. 

8.2 Specifying methods by which its presence can be ensured 
8.2.1 Using a checklist 

An ambition level needs to be defined to set the borders for the quality level of all aspects. The 
ambition level is the result of the target, orders and financials of the actors, the analysis of the project 
and the vision on the area. The actars all aiming for their own values, but in the plan development 
phase the plan needs to be fixed. The diversity of basic principles and values, to reach a win-win 
situation, could be conflicting. So an ambition level, which all actars admit, needs to be defined 
because of that a joint responsibility and involvement will exist.2 

The quality needs to be defined to set the ambition level for all quality aspects. The bigger the risk is 
that the quality level is 'not good enough' the more important it is to control the quality but only if the 
quality is influencable. 'Not good enough' needs to be described, otherwise the ambition level cannot 
be defined. The denotation of quality is the basis for defining the ambition level. In this research the 
denotation of quality is based on the schedule with quality aspects. The schedule with quality aspects 
can be used in the beginning of the development process as a checklist. Although this list is not 
exhaustive it can be used as starting point and can make quality more explicit. 

2 
Verkooijen, M. (1999) 
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To ensure the presence of quality the aspects must be defined. This can be done, for some aspects, 
by making the aspects measurable, for example express it in square meters, in euros, in minutes or 
with references or with facts from researches. This makes a discussion about these aspects easier. 

The authorities have some political/juridical instruments to measure some quality aspects, like:3 

• Building Aesthetics Committee; 
• Image Quality Plan; 
• Zoning Plan; 
• Structure Plan; 
• City center vision. 

As mentioned in chapter 2 it is nat possible to make all aspects measurable, this especially counts for 
the experience-value. These aspects have to be discussed as well. This will make clear where people 
think about and this creates a certain way to measure them, nat by numbers but by defining a 
combined discussed ambition level. This ambition level describes whether or nat an aspect is 'nat 
good enough'. 

8.3 Specifying ways in which it can be measured to ensure presence 
The in paragraph 8.1 mentioned synchronizations need to be implemented in the whole real estate 
process. This needs communication and organization. These two aspects are mentioned as risks in the 
process for quality, so it is important to be clear on how to shape the process. 
The assurance-cycle of spatial quality, from chapter 2, farms the basis for monitoring the plan in the 
different phases. In this scheme, the difficulties of the synchronization and the quality aspects need to 
be integrated. The assurance-cycle must be related to the ambition levels mentioned in last 
paragraph, to get a way of evaluating and monitoring the project. It is nat possible for all aspects to 
define the ambition levels in such a way that evaluating the results gets a clear and transparent 
review. Dealing about quality is still based on subjective opinions and adjustments. The aspects, 
which are nat able to evaluate by documents, need to be evaluated by a human intervention. The 
respondents mention the independent actor, like supervisors or a quality team, as a good way to 
ensure the quality of the subjective aspects. This group can use the instruments from the local 
authority and the Semantic Differential Method4 to make their judgment as transparent as possible. 
Although some instruments can help to measure quality to ensure presence, it is nat possible to 
prevent discussions. This is nat a problem at all because this stimulates and continues the explicit 
approach to quality. 

Quality assurance doesn't stop after realization but during the management and exploitation phase 
this is also important. In this part, changing circumstances could influence the experience of the 
project in a positive or negative way. The same instruments for quality assurance can be used in this 
phase as mentioned above but the approach is different. In the first part the quality level is defined 
and needs to be in accordance with the ambition level. For a realized project the system approach, 
from chapter 4, can be used as a guideline for the assurance of quality in the exploitation and 
management phase. 

8.4 Conclusions & Recommendations 
Conclusions 
The measurements and restrictions for the tooi are divers. The tooi needs to be piloted and used in a 
practical situation. The synchronization of the scale-levels, policy sectors, phases and actars farm an 
important issue to deal with. Besides that, the tooi must be flexible and needs to be implemented for 
a project in an efficient way. This stimulates the actars to use it in a practical situation and to 
communicate and discuss the topic quality. 

3 These tour ways are mentioned in chapter 5 and 7 and include the guidelines for the new project. The /oca/ authority mainly 
deve/ops these documents. This can be done in cooperation with private actors. 

4 
On/y after this methad is improved and verified 
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To support the use of an instrument, which makes clear and verify the term quality and tries to 
guarantee the quality of an area over a langer period during the real estate process, three issues are 
important. You need to know what quality is and how it is defined for a certain project. The checklist 
and the Semantic Differential Methad could be a useful instrument to check if the quality aspects are 
present in the plans. If it is nat possible to check the presence of quality, you are nat able to 
guarantee. Guarantee quality is hard because so many influences have impact on the final quality 
level. But the assurance-cycle can be used to support the discussion and the decision-making about 
quality, using the documents of the local authority, the Semantic Differential Methad and a supervisor 
and/or a quality team. 

For creating a tooi the following issues are important: 
• Identifying what quality means in context; 

o Analyzing all scale-levels; 
o Attention for synchronization of the different scale levels; 
o Dealing with the complexities of the local authorities; 
o Prevent that information gets lost during the process; 
o Actars need to know each other values; 
o The tooi must be based on the input of all actors. 

• Specifying methods by which its presence can be ensured; 
o Using a checklist; 
o Make the quality aspects measurable, one way is using the Semantic Differential 

Method; 
o Use the instruments from the authorities; 
o Define ambition levels. 

• Specifying ways in which it can be measured to ensure conformance. 
o Using the assurance-cycle with a focus on the evaluation and monitoring; 
o Independent actor, like supervisor or quality team to monitor the ambition level. 

Recommendations 
• Besides the issues, which are focused on the initiative- and plan development phase, the 

management and exploitation phase is an important part for quality assurance. The tooi must 
be used in this part of the processas well. 
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9. Quality Tooi 

'Do nat play a power game, dunng a role conflict, but call for a theory or instrument. 1 

9.1 Introduetion Tooi 
The tooi stimulates and supports the communication about quality between the diverse actors. The 
tooi is created in such a way that it can be integrated in an existing real estate process. The actars 
don't have to change the way of working but the use of this tooi results in a more on quality based, 
process and results in a long-term-relationship of the actors. The process is based on the content of 
quality and the influence of the users to increase the communication and discussion about the topic 
quality during the process. 

The benefit of this approach is that the new city center fits in well within the expectations of the 
users. By using the tooi the gap between the expected- and provided quality could be reduced. This 
could result in a better experienced quality level of the city center. Because the va lues of all actars are 
involved in the process and are communicated, the benefits are nat only focused on the users but the 
other actars have a lso benefits using this tooi. These benefits are based on the values of the actars in 
chapter 5: 

• Local Authorities: 
o Attention for public issues; 
o The political/juridical aspects farm the guidelines. 

• Project-/ Process Managers: 
o The local authority is satisfied. 

• Developers: 
o The project is specified to the demands from the market; 
o The project could be sold fora good price, good return. 

• Investors; 
o The focus is on the quality over a long term that could result in a good indirect and 

direct return. 
• Housing Associations: 

o Users are satisfied; 
o The social aspects are integrated in the project. 

• Designer Stakeholders: 
o Users are satisfied; 
o The design has more impact because it is part of the whole city and city center. 

The main benefit for all actars of communicating and discussing the topic is that the users could be 
satisfied about the city center and this could result in good direct and indirect returns for operations in 
land and real estate. The last mentioned aspect could nat be guaranteed because the tooi is nat 
implemented in a project so far. 

This chapter explains how the tooi works and which actars are involved in the process. The focus is on 
the synchronization of the charaderistics of a comprehensive large-scale-development, which are 
mentioned in the previous chapter and the focus is on a more explicit approach of quality during the 
process. This will be done by making the actars aware of the content of quality by effectively 
communicating this important issue. 

The charisma of the area is crucial. Private actars have the experience that house buyers 

are willing to pay higher prices for their dwelling when the quarter is known as attractive 

and exclusive. H1gh quality public spaces and a figured out communication strategy about 

quality could contribute to this. 2 

1 
Statement of Prof. Dr. K. Termeer during seminar about Spattal Quality 2006 organized by the company Berenschot 

2 Province of Gelderland (200S) 
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9.2 Checklist 
In appendix L the diverse scale-levels are given, which all have impact on the quality level of the city 
center. All scale levels need to be analyzed by the local authority and private actors. The results must 
be described as quality aspects and extrude the list with quality aspects from chapter 2. The checklist, 
which is the list with quality aspects, needs to be analyzed to find out what the ambition levels and 
the points of attention are for the new project. 

Step 1: Analyzing city center on all scale-levels 

Step 1: Part of real estate process Step 1: Involved actors 3 

• Local Authority; 
• Developers; 
• Investors; 
• Housing Association; 
• Project-/Process Managers; 

• Designers; 
• Users . 

For the ambition level, the present situation and the desired situation of the project are compared. All 
quality aspects need to be analyzed by valuating the present situation. This will be done by valuating 
the aspects with the numbers 1, 2, 3 or 4. Number 1 is high valuated and number 4 is low valuated. 
The desired situation is also valuated with the numbers 1 till 4. But the desired situation is expressed 
in priority. Number 1 defines the aspect with a high priority, these aspects play an important role in 
the new plan. Number 4 defines the aspect with a low priority, these aspects are not the main focus 
of the new plan. 
The aspects can be interpreted in diverse ways. That is why the choice of the valuation and the choice 
of the priority must be explained, see example table 9.1. An enlarged table with all aspects and their 
explanations is put in appendix M. 

Table 9.1: Review of checklist for defining am/Nion level 

9.2.1 How to use the checklist? 
The checklist is the first methad to decrease the bridge between the provided- and' expected quality. 
The information from the list is received from the actars of the project, who are involved in the 
initiative phase like, local authority, developer, investor, urban designer, project-/ process manager, 
housing association and users. The actars are separated into three groups, the authorities, users and 
professionals. From all three groups different information is obtained, based on the three values and 
six dimensions from chapter 2.4 The focus of the users is the aspects from the usabie value and the 
experience value, which are related to their involvement of the city center. The future-value is more 
based on the expertise of the professionals. They need to give the information based on the whole 
list. The local authority gi.ves information about the same list as the professionals, added by the 

3 The actars wntten in bold are the most important actars of that part of the process 
4 

Usable-, Experience- and Future Value and Economical-, Social-, Cultural-, Ecological-, Demographic- and Po!Jticai/Juridical 
dimension 
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aspects from the political/juridical dimension. The aspects from the political/juridical dimension farm 
the guideline for the project. 

The best way of using the checklist is to use it in cooperation with a workshop. A workshop has to be 
prepared very well to prevent useless discussions. This counts especially for this workshop because 
communication plays an important role. 
That is why all actars are interviewed befare the workshop takes place, based on the aspects from the 
checklist. This will be done by conversations about the existing project. The interviewer fills in the 
checklist after these conversations. The actars don't get to see the list during the interview. The 
person5 who guides the workshop relates all lists and lifts all interesting aspects from the list. These 
a spects could be extruded based on: 

• Differences in valuation between actors; 
• Differences in priority between actors; 
• Other remarkable observations. 

The first workshop will be based on the project in general and the above mentioned aspects are the 
guideline for the workshop. During the process the workshops are more focused on some of the 
aspects ar parts of the city center. The checklist and the workshop are good instruments to get 
arguments for a discussion because the most interesting differences are noticed. During the 
workshops the actars are able to present their values and demands about the project to the other 
actors. This stimulates the support of all actars and avoids unnecessary complaints. The first 
disagreements and the different interpretations come out and the synchronization of the diverse 
actars from chapter 8 is introduced in the tooi. 

The results from the discussions and the input of all actars are implemented as far as possible. The 
total result of the workshop is one checklist, from table 9.1, with the ambition levels for all aspects. 
The reasans for choosing a quality level must be ciarifled with the opinions of the diverse actors. 
During the process the quality aspects are described more in detail. 
The workshop is mainly used for the communication between the actars to get to know each others 
values and to bring up the discussion about the content of quality for the project. The professionals, 
like developers, investors and housing associations define the final list. 

The benefits of using a workshop are: 
• Communication about quality; 
• Discussions about quality; 
• Responsibilities of the actors; 
• Positive energy; 
• One mind-set; 
• Long-term-relationship; 
• Breeding ground. 

Step 2: Using checklist to define va lues of all actars 

Step 2: Part of real estate process Step 2: Involved actars 

• Local Authority; 
• Developers; 
• Investors; 
• Housing Association; 
• Project-/Process Managers; 
• Designers; 
• Users. 

5 This person could be, e.g. a supervisor or member of the qua!ity teamor a project-/ process managerand must be an 
independent ador. 
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9.3 Strategy 
After the analysis and the workshop all quality aspects, which could be relevant for the specific city 
center, are put in one list. The aspects from this list could be separated in four ambition levels namely 
Level A, B, C and D. 

e 
Priority 

High Low High Low 
1 2 3 4 1 2 3 4 

... ~ ... 

A A .c .c 
.!2' .!2' 

c ::z:: c ::z:: 
0 N 

0 N ·- ~ .w 
ftl ftl 
:I 

M 
:I - - M 

~ c D 
ftl c D ~ > ~ 

.9 .9 
~ ~ 

Figure 9.3: Scheme of the ambition levels, split up in influencable- and not influecable aspects 

Besides the definition of the ambition levels the influencability of the aspects needs to be defined. 
Therefore all four ambition levels are separated in influencable aspects and not-influencable aspects, 
see figure 9.3. A nat influencable aspect could be for example, noise emission standard, from the 
political/juridical dimension. 

The ambition levels set the strategy for the way of approaching the quality aspects during the 
process. The ambition levels are related to the following strategies, see figure 9.3; 

A. The valuation and priority are bath high; Maintain. It is important to keep these aspects on 
this level ar higher. The existing qualities should be maintained; 

B. The valuation is high and the priority is low; Exploit. These aspects have an additional value 
in the area. But there is na need to spend a lot of attention tothese aspects; 

C. The valuation is low and the priority is high; Invest. These aspects need to have the main 
focus during the process; 

D. The valuation and priority are bath low; Attention. Fora qualitative good plan these aspects 
need to be replaced to level B. 

In general the levels C and D are important and need to be changed in levels A and B in the new plan. 
The most attention must be paid to Level C. 
The 'nat influencable' aspects need to get less attention because inserting these aspects in the 
strategy has less or na impact on the new plan. It is almast impossible to convert these aspects from 
the level C and D in A and B. 
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Step 3: Defining the strategies based on the separated quality aspects. 

Step 3: Part of real estate process Step 3: Involved actars 

• LocaiAuthon~ 
• Developers; 
• Investors; 
• Housing Association; 
• Project-/Process Managers; 
• Designers; 
• Users. 

This overview is only based on the separated quality aspects but the strategy of the total city center 
must be determined. 
By defining this strategy the relation between the aspects need to be taken into account. 1t is not 
possible to set all aspects as ambition level A. The separate quality levels could be conflicting, if one 
aspect is put in the highest level, another must be put in a lower ambition level. For example, you 
want to make the city center more attractive for pedestrians so the car traffic is diverted outside the 
center. This has influence on the accessibility of the city center. So the two aspects 'Attractively' and 
'Accessibility' could be conflicting. 
Another aspect is that the total ambition for the plan is too high if all aspects are put in level A. The 
other risk factors need to be compared with the ambition level to check if the total project is 
attainable. 
A third issue is the division of the six dimensions of quality. The impact of these dimensions on the 
city center depends on the results of the analysis of the scale-levels, step 1. The fuiflilment of these 
dimensions is related to the values and points of attention of the actors. 
The developers, for example, are more interested in the economical aspects and a housing association 
is also interested in the social aspects. This will make the total strategy stronger because all actors will 
find their position and responsibilities in the whole project. 

The strategy is based on the ambition levels of the quality aspects and the cohesion between the 
quality aspects and dimensions. Paragraph 8.2 describes the way to make the ambition levels 
measurable, only than the presence of the quality aspects can be noticed . 
The result of defining the strategy is figure 9.4 with all quality aspects, reshuffled to form one strategy 
and the explanation of all quality aspects to fulfill the ambition level. 
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Figure 9. 4 Strategy with all quality aspects tagether after reshuffling. 
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As example, to clarify figure 9.4, the quality aspect 'accessibility for pedestrians' is used . This is 
number 1 in the figure. The ambition level of this aspect was defined as 'Exploit' but after defining the 
strategy of the total project, this aspect gets a higher priority and is put in ambition level 'maintain'. 
The explanation must be filled up with information about this aspect to make it possible to ensure 
presence. For the quality aspect 'accessibility for pedestrians', which can be seen as measurable 
aspect, the explanation can be: Pedestrians must be able to access the city center without waiting for 
more than one traffic light. 

The explanation of the experience aspectscan be defined by using the Semantic Differential Method. 
This methad makes the content of quality discussable so the actars can see what perception the other 
actars have of a quality aspect. This could stimulate the actars to think more about the total plan and 
nat only on their own part of the project. The results of this methad farm the strategy and are a strict 
guideline for the design of the city center. 
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Step 4 Defining the strategiesof the total city centers. This forms the 
basis for the design of the city center. 

Step 4: Part of rea l estate process Step 4: Involved acters 

• Local Authority; 
• Developers; 
• Investors; 
• Housing Association; 
• Project-/Process Managers; 
• Designers; 
• Users . 

9.4 Quality Assurance 
Step 1 farms the basis of the research. The steps 2, 3 and 4 will return several times during the 
process to have a continuous link between the provided- and expected quality. In every phase other 
aspects will be discussed and inserted in the total strategy. The total strategy focuses on talking and 
writing and needs to be translated to drawing and designing. This is a critica! moment because the 
information from the strategies could get lost when this information is nat translated. This is the 
synchronization of the phases of the real estate process. 

Now the content of quality is defined, the aspects need to be inserted in the process. The assurance
cycle, from chapter 2, is used to monitor and evaluate the quality during the process. Quality 
assurance in this research is based on communication about quality during the real estate process. 
The as ects need to be discussed after eve hase befare oin further, see fi ure 9.5. 

So for every phase the strategy is related to the design. After the design, input is given from all actars 
based on their apinion about some specific quality aspects. The input, see figure 9.5, is obtained from 
the steps 1 till 4, which are described in the first part of the chapter. This includes the workshops. The 
results of the input farm a strategy, which extrude the existing strategy. This will be repeated two 
times, after the outline- and master design. During the process input is given at least five times, 
during the decision moments as can be seen in figure below. The input is obtained from all involved 
actars but decisions need to be made to define the strategy after the fourth step. This will be done by 
the private actors, like developers, investors and housing associations. 

Quality Assurance during process Involved acters 

• Local Authority; 
• Developers; 
• Investors; 
• Housing Association; 
• Project-/Process Managers; 
• Designers; 
• Users. 
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9.4.1 Documents for Quality Assurance 
The local authority is, generally speaking, responsible for public issues. These public issues are part of 
the checklist. The local authority is involved in all parts of the process and besides the public issues, 
this actor is also responsible for the rules and regulations of the governmental policies. Sa this actor 
plays an important role in the initiative phase, because these restrictions guide the strategies. But the 
local authority is a group of departments that all have their own responsibilities in the governmental 
policies. Therefore a spokesman is introducedas mentioned in chapter 8. 

In chapter 5 some ways are mentioned to assure quality by the authorities. Same examples are the 
Structure Plan, Zoning Plan, Building Aesthetic Committee and Image Quality Plan. The Zoning Plan 
and Building Aesthetic Committee are obligated instruments to support the quality of the city center. 
The regional- and local authorities fix the Structure Plan and Zoning Plan. These documents can be 
used by the analysis in step 1 and farm the guideline for the project. The Building Aesthetic 
Committee can use the list from table 9.1 for monitoring and evaluating the plans. 
The Image Quality Plan is an often-used document but it needs another approach. This plan needs to 
be based on the different scale levels of the plan. The first aspect must be based on the structure of 
the plan and nat on the details of the buildings. The Image Quality Plan follows the same scale levels 
as the outline-, master- and definitive design. 

Other documents that could support the decisions are the 'city center vision', created by the local 
authority. This document is part of the analysis of the project, step 1 in the action plan. During the 
process this document can be used as monitor. A well-structured city center vision supports the 
composition of the city center from global to detailed level. The Image Quality Plan could be a part of 
the city center vision. 

9.4.2 Responsibilities for Quality Assurance 
The ambition levels for quality are defined in the strategy and are evaluated and monitored in every 
phase of the process. But besides the above-mentioned documents another way needs to be used to 
have a strict evaluation of the fixed boundaries because nat all aspects can be evaluated only by 
documents. A human valuation is needed to fill up the evaluation and monitoring of the plans. The 
focus is again on the communication about the quality aspects. The person ar team have to be a 
generalist, this could be a quality team. A professional actor ar team needs to be attracted to add 
expertise. A professional actor has a good bargaining position towards the other professionals. The 
person ar team needs to have an overview of the project and focuses on the cohesion of the project. 

Besides this actor who keeps an eye on the quality, and stimulates the communication, the project
/process managers could keep an eye on the attainability of the total plan, containing nat only quality 
but also the financials, organization, time and information. This actor can stimulate the communication 
and is a guide of the project. This actor is nat responsible for quality but can only stimulate the 
communication and the implementation of the workshops to get the topic quality on the agenda. 
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Figure 9. 6: All actars 

During the workshops all actars from figure 9.6 come together. The professionals, local authority, 
project-/ process managerand quality team have more meetings during the process. 

9.5 Management & Exploitation phase 
The documents, which are the responsibility of the local authority, are almast all based on the 
realization of the project. But after realization the users experience the city center because they live, 
work ar shop there ar they are visitors of cultural activities etc. They all want to do these activities in 
a safe and clean environment. Therefore it is important to have impact, during the development 
phase, on the management of this area. The management report is an important document to fix the 
regulations for the actors, which are involved after realization. Sa during the redevelopment this issue 
needs to be integrated in the plan. That is why the manager and police- and fire department are also 
involved in the real estate development phase. This stimulates the actars to look into the future and 
abserve the consequences of the plan in the future. Sa the managers have a specific job during the 
development phase to control the influences of the quality during the management phase. 

After realization the management report needs to be implemented and the management of the area 
needs to fulfill the experience quality of the users. That can be done by evaluating the city center 
during the managementand exploitation phase, e.g. every year. 
A well-known methad in the built environment, for evaluating a building project after realization, is the 
Post Occupancy Evaluation. 'Post Occupancy Evaluation (POE) is recognized and valued as a process 
that can improve, and help explain, the performance of the built environment' (Preiser, 1988). 
This methad involves systematic evaluation of apinion about buildings in use, from the perspective of 
the people who use them. It assesses how well buildings match users' needs, and identifies ways to 
imprave building design, performance and fitness for purpose. 6 The same idea can be translated into 
the built environment. Methods that can be used as POE are the checklist and the Semantic 

6 http.//www.postoccupancyevaluation. com 
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Differential Method. A decreasing quality level of one of the aspects could be monitored in an early 
stage. This could prevent a large-scale-development over 10 or 20 years because the observed 
problems could be solved on a more specific part of the city center with less impact on the 
environment, as mentioned by the Complex-Adaptive-System, in chapter 4. 

Quality Assurance during process Involved actars 

• local Authority; 
• Developers; 
• Investors; 
• Housing Association 
• Project-/Process Managers; 
• Designers; 
• Users. 

9.6 Selection architects and/or developers 
To reach the desired quality level most actars need to be involved in an early part of the process so 
they get committed to the project. 
Same actars are involved in a later part of the process. For the total project it is important to know for 
sure that they support the existing plans and strategies. 
For a tender and selection of a developer, architect or other actor, this instrument could be a good 
tooi to select these actars on quality aspects. The reasen for choosing one of the actars can be based 
on valid arguments, which are related to the aspects of the strategy. This is an extra benefit of the 
tooi because in the current selections, the actars who aren't selected have complaints about the 
transparency of the results of the selection. 7 This is especially about the selection on quality. Another 
reasen for the rejection of a participator of a selection could be the price. For this aspect it is easier to 
give a clear reasen fortheir refusal compared to quality. 

9.7 Adjustments 
IJsselstein is used as case study to validate the tooi. The city has 33.608 residents and contains the 
fundions living, werking, shopping, leisure, infrastructure etc. The case study is discussed with the 
process manager, who is involved in the whole process from initiative till realization. Same 
background information of the casestudy is put in appendix N. 
The adjustments made, from the information of this casestudy, are: 

• The detailed scale-level is important for the quality level of the project and has a large 
influence on the process. In IJsselstein the street lighting and pavement have had diverse 
problems, which results in a delay of the project. 

• First a workshop needs to be done in which all actars could give their apinion about the 
project. After this workshop the meetings must be more focused on specific parts of the 
project, e.g. parking, accessibility etc. 

• The quality aspects in the checklist are clear for the professionals but for users it is hard to 
know what these aspects mean. Therefore an explanation is given for the quality aspects, see 
appendix M. A good advice is that some aspects are nat important for the users and therefore 
need to be erased from that list. The future-value was already moved out. For every specific 
project a selection of quality aspects must be presented to the users. This adjustment is 
ciarifled during the secend validatien of the tooi. 

• From the case study of IJsselstein some interesting aspects are lifted, which are added in the 
table of appendix M. Same examples are, night catering industry, sociability and design of 
public spaces. 

• The case study of IJsselstein emphasizes that it is important to take into account the history 
of the project. If the project is initiated for the third time because of changing visions of the 
local authority, it could be hard to involve the users. A well-considered decision need to be 
made about the moment of involvement of the users. 

7 
Ugtenberg, L. in PropertyNL (October 2006) page 31 
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The second way to validate the tooi is not done with a case study. The tooi is explained and by using 
diverse projects and the expertise of the professional the tooi has been observed. More information 
can be found in appendix N. 
The following aspects from the conversation results in adjustments of the tooi: 

• The preparation for the first workshop was that all actors fill in the checklist, with the 
valuation and priority. All reactions form the basis for the discussions during the workshop. 
But a negative aspect of this approach is, that all actors need to fill in the whole list and 
especially the users are not familiar with all aspects. This issue is already mentioned in the 
first case study. To overcome this problem it is better to have a conversation with diverse 
users and after the conversations, the interviewer fills in the checklist based on the reactions 
of the users during the conversation. In this way you get more information and know more 
about the circumstances of the project. It is a more creative approach. The checklist is used 
as a guideline of all information you want to get from the users and other actors. 

• The local authority is only important for fixing the frame for the project. The frame is based 
on the political/juridical dimension and other guidelines e.g. amounts of dwellings, square 
meters office space etc. After this frame is given, the professional actors need to implement 
the project in accordance with the given frame. It is important that the guider of the project is 
a generalist. This is a person or organization that has an overall vision to the project and 
focuses not on one specific profession. So besides the project-/ process manager other actors 
must complete the group of actors that have an overall vision. This group can be the quality 
team of the project. In this research the supervisor was defined as the urban designer. But 
this actor could focus too much on their own profession and their existing role in the project. 

9.8 Conclusions & Recommendations 
Conc/usions 
The quality plan is hard to standardize and is specific for every situation. On the basis of the steps of 
the instrument the main issues of the quality thinking are emphasized. The tooi is implemented to 
support the decisions and to communicate and start the discussion about quality. 
All quality aspects from the checklist are used to start the communication about quality. It is not 
necessary to use all aspects in the checklist during the process. For example, it is possible to choose 
only the aspects with ambition level C or choose the aspects, which are related to the slogan of the 
new city center, a tooi for city branding . 

Although the tooi can be used in diverse situations it is recommended to use it as described in this 
chapter, see figure 9.7. This can beseen as the perfect situation. 
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Figure 9.7 must be seen as a schematic tigure of the reality. In this schedule eight workshops are 
implemented. This amount is flexible. More workshopscan be implemented but every time the steps 1 
till 4 return. In the initiative phase the workshops are very general and the whole city center is 
discussed. 1t could be useful to repeat the steps 1 till 4 in this phase. During the plan development the 
workshops are more specific. A supervisor or quality team monitors the quality during the process. 
They use this instrument and the documents mentioned in this chapter. The local authority defines 
the political/juridical dimension that farms the guideline of the process. One spokesman is the 
representative of the local authority to prevent miscommunications between the departments. 

The reason for using this tooi is the more explicit way of dealing with the factor quality. Quality 
becomes more and more important in the current building environment because of the high 
expectations of the users. This actor is getting more powerful and influential and can be very vocal if 
not satisfied with the project if their demands are not implemented. Therefore it is important to 
introduce the user in an early part of the development process, to take into account their opinions and 
recommendations. By stimulating the communication and the discussion, the actars get to know each 
other's values of the project and the gap between the professionals and users could be decreased. 

The explicit way of working with quality and the synchronization of the scale-levels, policy sectors, 
real estate process and actors, not only results in a better experience of the project but problems 
could be tackled in a earlier stage, during the development process. In this stage the impact on the 
final plan is less than at the end, the plans are more adaptable. 
Other benefits of using this tooi for all actors: 

• Enlargement of consciousness; 
• Stimulating support of all actors; 
• Avoiding unnecessary complaints; 
• Designing with stricter guldelines; 
• Guiding on quality or image; 
• Optimizing profits; 
• Restricting harming risks; 
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• Better instruments to generate arguments for a decision; 
• Stimulating part of the process concerning content; 
• Declining the '1-think-questions'. 

Some disadvantages of the tooi are: 
• Open plan process; 
• Everybody has to participate; 
• Participation of a strong and ambitious alderman. 

All these positive aspects are focused on an efficient communication about quality and to stimulate 
discussions between the actors. The negative aspect cannot be prevented because these are the 
result of stimulating the communication. 
1t is not possible to assume that this tooi will assure quality and enlarge the initia! life cycle. The tooi 
only makes the term quality more explicit. From the conversations with two professionals can be 
concluded that they see the benefits of using the checklist and formulating strategies to make the 
term quality more usabie in practice, because the decisions made, are clear described and analyzed. 

Recommendations 
• The difference in cooperation between the actors has impact on the quality level as well. This 

influence needs to be observed in another research. 
• This tooi does not deal with the fact that every project is dependent on the people who are 

involved and their ambitions about the project. 
• The quality aspects are all placed in one checklist. This list could be separated in diverse 

documents because notall aspects are important in all parts of the process. In this way the 
aspects could also be connected to the documentsof the authorities. 

• The aspects from the checklist form the basis for this research. This list will change during the 
coming years because of e.g. trends and developments. The checklist must be used in 
practice to come to a perfect list with aspects. 

• To understand the actors better it could be useful to approach the quality issue not only from 
the psychology but also from the sociology. 
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10. Conclusions & Recommendations 

10.1 Introduetion 
Befare giving the conclusions and recommendations for this research the goal of this research is 
resumed. 

Develop a tooi, focused on centers of medium-srzed cities, which stimulates the 
communication about qualtty and whrch takes the first step to guarantee the quality during 
the real estate process, from the pornt of the local authonty and users. 

This target is based on the observation that diverse medium-sized cities have been or will be 
redeveloped. One of the reasans is the decreasing quality level. But the projects do not give an 
explanation of what quality is. 
In this research the medium-sized cities have 25,000 till 75,000 residents. The fundions living, 
working, shopping, leisure and infrastructure characterize city centers of medium-sized cities. All these 
city centers are different and cannot be compared but all centers have a specific quality that needs 
attention. 

This research can be divided in three different parts, the theoretica! part, containing the basis of this 
research based on literature, the Semantic Differential Method, which described a methad to make the 
experience quality more clear and the application, which contains the created quality tooi. 
In this chapter the conclusions and recommendations of these partsof the research are given. 

10.2 Conclusions 
Conclusions Theoretica! Part 

• It is hard to give a definition of quality. The separation in three values, which are mentioned 
in the Fourth Policy of Spatial Arrangement, is one of the diverse ways to make the term more 
applicable. The separation results in more quality aspects, which are vague and indefinable 
terms, like livability and identity, just like the term quality. 

• It is still almast impossible to delineate the term quality and to put a hand on this term but 
the list with quality aspects farms a good starting point. 

• Experience quality contains two parts namely provided- and expected quality. It is important 
to diminish the gap between the provided- and expected quality. This means that the users 
have to play an important role during the real estate process, to express the expected quality. 

• Quality contains two parts, denotation and process. Bath parts are important to approach the 
term quality in the built environment. 

• A topic related to quality is quality assurance. This can only be done to have clear what 
quality is and to make it measurable to assure presence. 

• City centers of medium-sized cities are complex projects. The comprehensive charaderistics 
of these projects need synchronization of scale levels, policy sectors, phases of the real estate 
process and actors. These synchronizations have all impact on the quality level. 

• The real estate process contains six different phases with diverse involved actors. The quality 
that is fixed in the beginning of the process needs to be persist till the management and 
exploitation phase. The initiative and plan development are the most important phases of the 
real estate process because the decisions made in these parts have large impact on the final 
result. Besides these two phases is the exploitation and management phase also important for 
the quality of the city center. 

• The meaning of quality for the actors, in this research the local authority, developers, 
investors, housing association, project-/ process managers and users, differs but they have to 
come to a consensus about the project. The different values and future visions are some of 
the causes of these differences in meaning of quality. A long-term-relation of the actars to the 
project could result in a more unambiguous view on quality and could stimulate the quality 
thinking. 

• The local authority has diverse documents and ways to control the quality level but not all 
instruments are used and are easy to use. 
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• The Semantic Differential Methad is an instrument that can be used to figure out the 
perception of people to words or objects. In this research the methad is used to try to make 
clear the feelings of people about the built environment. 

• The theoretica! part farms a good basis for the application although it is nat possible to 
describe the context of quality totally. 

Conc/usions Semantic Differential Methad 
• The Semantic Differential Methad has a wider view to the quality about the built environment; 

compared to the current approaches. Because of this methad the experience aspects become 
discussable. 

• In this research the perfect way of implementing the Semantic Differential Methad is nat 
succeeded. Although this is an existing method, the impact of the built environment is 
enormous and this influences the way to implement the method. But a first step is made to 
use a psychological instrument to make the term quality more usabie and to start a discussion 
about this term. 

Conc/usionsAppücaäon 
• The theoretica! part is a good basis for a research about quality but there is still nat enough 

depth to come to a tooi with a scientific approach, mainly because the results from the 
Semantic Differential Methad didn't workout properly. 

• From the interviews the implicit way of dealing with quality is noticed. If you want to involve 
the actars in a new approach to quality, a clear and efficient methad needs to be 
implemented. So the tooi is easy to use and efficient. This is an extra stimulus to involve the 
users in the implementation of the tooi. Besides that the instruments from the local authorities 
can be implemented in the tooi. 

• Quality assurance in this research is based on stimulating the communication and discussion 
about the topic quality. This is the first step in the quality thinking because the 
synchronization problems are discussed. But because the topic is so complex it is hardly 
possible to delineate the topic and give a salution to enlarge the initial life cycle of a project. 
No guarantees can be made to get a higher quality level by using this quality tooi. 

• This approach makes it easier to add the topic quality on the agenda and discuss it during 
meetings. 

• The checklist, used in the tooi is a good instrument to discuss the quality aspects because it is 
an instrument that generates arguments for discussions. 

• The workshops farm an important role in the quality tooi because these stimulate the 
communication between all actors. The workshops need to be implemented at least five times 
for all five decision moments that are part of the initiative-, plan development- and 
management & exploitation phase. 

• For the implementation of this tooi the supervisor or quality team plays a crucial role because 
they are, tagether with the documents and instruments, responsible for monitoring and 
evaluating quality. 

• The tooi stimulates the synchronization of the scale-levels, phases of the real estate process, 
policy sectors and actars by communicating. This could result in a better quality level because 
the information is more transparent en explicit. 

The first step to guarantee quality is taken. Much information is obtained to get a different view to 
this topic and to clarify and to verify it. There is still a long way to go to create a tooi that can 
guarantee quality of centers of medium-sized cities. Although this issue, the results have an added 
value for the quality thinking in the built environment. 

10.3 Added value Research 
What is the scientific value of this research? 

• A new approach of implementing quality in the built environment, using the Semantic 
Differential Method. 

• This research farms a basis for the quality thinking in the built environment. 
• The results make the term quality more explicit and discussable during the real estate 

process. At the moment the quality is implemented on an implicit way. 
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What is the social value of this research? 
• More attention for quality. 
• The research emphasizes that the involvement of users is important. The users have an 

important role and the new approach strives for the implementation of their opinions in the 
project, to get this group committed. 

• This research shows that quality can be implemented in a project as communication and 
discussion tooi. The quality aspects are the basis of the discussion about quality. 

10.4 Recommendations 
In the conclusions some reasans for nat guaranteeing quality are defined. In this paragraph some 
advice is given for further research that can lead to the fulfillment of the target in the future. 

Recommendations Theoretica/ Part 
• The issues mentioned in this research are nat the only issues that influence the quality level. 

Other issues are: 
o Cooperation between the actors, e.g. Public-Private-Cooperation; 
o Impact on the financials; 
o Time management; 
o Etc. 

• When making the checklist more specific it can be used as Urban Planning Structure of 
Requirement, materializing is one example. 

• This research is the first step in the quality thinking and focuses on the communication and 
discussion of the term quality. The research needs to be enlarged to find out if this research 
can be used for the assurance of quality. 

Recommendations Semantic Differentia/Methad 
• For using the Semantic Differential Methad you need to know more about the psychological 

influences, thoughts and/or backgrounds of the actors; 
• The complex circumstances make it hard to use the Semantic Differential Methad for a large

scale-development, that is why more information is necessary about the impact of these 
circumstances; 

• For future research about the Semantic Differential Method, the city center must be separated 
in different parts like, street furniture, house fronts, public spaces, cultural function, shopping 
area etc. This makes the results of the methad more transparent Maybe start up this 
research for residential areas is better than using a complex project. 

• The first step is made to know more about the quality of the built environment and to make 
the term more explicit but this research does nat give any guarantees for the quality level of 
the future situation of the projects. Therefore the Semantic Differential Methad have to be 
analyzed more exhaustive. 

Recommendations App/ication 
• The validity of the tooi for other areas than a city center of medium-sized cities; 
• The usability of this tooi for the new policy of spatial arrangement: a clearer monitor for 

quality; 
• The tooi must be affirmed in more practical situations to abserve if the way to stimulate the 

communication and discussion of quality is working properly. 
• The tooi can be used as well in the real estate development part as . in the real estate 

management part as Post Occupancy Evaluation. Therefore more research on the real estate 
management part is necessary. 

• The tooi stimulates the involvement of the user but the commitment is nat guaranteed. 
Another approach has to be created to guarantee this involvement. 
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11. Epilogue 

"Quality ... you know what it IS, yet you don't know what it is". 1 

The subtitle of this research reveals the interesting and challenging topic of quality. The challenge of 
this topic became also clear after talking to some people. The reactions about the topic quality were 
not always that positive, from 'don't do that', to 'that is not possible'. But this farms a bigger challenge 
for me to show this people that it is possible to deal with this topic, maybe not the way I hoped but it 
gives more insight in the problems of quality in the built environment. 

During the first weeks I was engaged in literature about quality. Too many issues related to quality 
were interesting to observe, so it was hard to delineate the research. It took a while befare I found 
the right approach for this research. 
A good advise of Gordon Brown was the use of the Semantic Differential Method. An interesting tooi 
because it is a totally different approach to quality compared to existing methods in the built 
environment. Psychology as viewpoint for the experience quality was interesting, but at the same time 
it was very hard to convince other people of the benefits because it is a vague instrument for people 
who have nothing to do with these aspects. 
I spend a lot of time on this part of the research to find a right approach. It is hard to make an 
instrument that is trusted by all actars and gives a good result after application. I think that I 
underestimated the complexity of the city centers and the influences to get a transparent result from 
the method. 
During the implementation of this instrument it was interesting to abserve the differences between 
people in genera!. Some people have a braader view and are willing to fill in the farms. Other people 
could notfocus on the different approach of the research and were nota bie to fill in the list because it 
was too vague and not tangible. For me this results in disappointments and doubts about the way of 
using the method. Finally, by using movies, I think I find a right way to approach the negative 
aspects, but still there are some people who are not able to work with the methad on this way. It is 
hard to figure out what the exact reason is for these objections. A research only focusing on this way 
of dealing with quality could be a salution for a better method, which is supported by more people, 
only than this approach to quality can be implemented in practice. 
But although the described methad is not the best approach I learned a lot about this part of the 
research, not only about psychology but also about the making of movies and dealing with 
disappointments. 

It is hard to combine the theoretica! part and application, because you see that it is really hard to 
predict the impact in practice, especially when you talk about the process. The interviews helped a lot 
to see what is happening in practice. But you need to be aware of the traditional approach of a lot of 
actors. 'This is what happens right now so why should we change it', is one of the first things 
mentioned. I think in this part of the real estate environment the people are not used to approach a 
process on a more scientific way. They are too much focused on the problems that could exist. 
Using interviews, to get more insight information about the quality in the built environment, was a 
good step but it is impossible to use the information in the right way. The information from the 
interviews is mainly used to get more feeling with practice and to see to what level the actars are 
willing to think about quality and if they are willing to use a methad to make quality more explicit. It is 
hard to combine all this information tagether with the information from literature, to come to a tooi. 
Another reason for this difficulty is that the methad from literature is not working properly so there is 
not a good basis to form a tooi. 

During the research I had a good overview of what I was doing but sametimes it is hard to focus 
more on the details and get more depth in the research. This was especially because the report is 
written in English and that makes it hard to express the things I want to make clear. During the 
appointments with the two supervisors from the university you know that you are not able to make 
some issues really clear in English, while using the Dutch language this should be easier. 

1 
Pirsig, R.M. 1974 
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But a research about a complex topic, written in a not-native language was a good experience and a 
challenge. Although the research gives nat the results I hoped, it gives me a braader view of the real 
estate process and the approach of the diverse actors. It was a really useful and educating period and 
a good addition to the projects and subjects on the university. 

Th is research and the period in China a lso convineed me of the fact that we are in a luxury position to 
think about the quality of the built environment. In China I saw people who didn't have a house or 
sanitary facilities, so their approach of quality is really different. This was for me one of the reasans to 
decide to do voluntary work in Nepal befare I start my career in the real estate profession. I think this 
is a great experience and a good completion of the period in Eindhoven as a student. 

Hetty van der Pennen, 2006 
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Appendix A 

1. Zoning Plan 
2. Image Quality Plan 
3. Building Aesthetics Committee 

1. Zoning Plan 
Zoning plans are formulated for parts of the local governmental area: residential areas, industrial 
areas, sport complexes etc. It could deal about large areas for thousands of dwellings but also for 
very small realizations, sametimes called 'stamp plans'. 

The zoning plan is a very important plan on local level. Due to the juridical binding status the zoning 
plan is par excellence suitable to realize the instrument for the spatial policy of the local authority. 

It gives a vision on the future spatial development of a part of the city to fix the destinations and the 
use of the grounds. 
The zoning plan is the basis of the dispossession and for compensation for loss resulting from 
governmental planning decisions. This means: the local authorities could realize the policy without 
voluntary cooperation of owners and users, but these groups can claim a compensation if they can 
prove that the person's interest is damaged. 

The second important function, besides the realization of spatial policy, is the consistency of the 
zoning plan. Private people know the consequences if they or other people have building plans. 
Everybody can check if the building- or planning permission is correct or not. If it is not correct they 
can take juridical steps.1 

For restructuring and comprehensive large-scale-development, the development plan needs to be 
changed and/or diverse (environmental) licenses are needed. In a practical situation a cooperation 
with the local government is often happening, because they have a better vision on the quality of the 
plans related to the attainability of the permit applications. 

2. Image Quality Plan 
The informality according to the planning of the public area has social, cultural and economical 
consequences, which are negative for the image of a city. The Image Quality Plan is an instrument 
introduced to upgrade the image-quality of the spatial quality. 

The Image Quality Plan is not a fixed design but a 'unifying parcel of intentions, recommendations 
and/or regulations to protect, create and/or improve the image quality'. The aim is the tormulation of 
an unifying quality which takes into account the essential characters, according to the scale level of 
the concerning area. The plan is not a dictation or straitjacket and doesn't contain an elaborated 
design. Neither a urban plan will be made, but some tangible recommendations will be given. They 
are made to create a 'focus point for politicians, users and designers for possible future designs and 
for the review of zoning plans, building- and restoration plans. 

This instrument has been used by more and more local authorities. This can be done for an entire city 
or for smaller parts. The accent of the plan can be put on the urban structure, on the buildings or on 
the public space. Besides that the Image Quality Plan does not always have the same function, some 
functions are: 2 

• Policy frame: To help defining the spatial quality policy for an area; 
• Deve/opment- and implementation frame: Focused on the tangible creation of spatial quality; 
• Test frame: Especially meant to test building- and layout plans; 
• Etc. 

1 
Eindhoven University of Technology (2000) 

2 
Eindhoven University of Technology (2000) 
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3. Building Aesthetics Committee 
The Building Aesthetics Committee criticizes if a building on its own or in relation to the environment 
fulfils the 'fair requirements regarding the external appearance of buildings'. 
The Building Aesthetics Committee is a committee of independent experts/ who are looking at the 
building and the environment. The committee is always right because they are judging about a 
subjective test. In camman the positive influence of the committee is that they can stop excesses in 
the building area. 
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Appendix B 

B. Factor Extracting - 'Social Safety' and 'Identity' 

8.1 Introduetion 
Factor analysis attempts to identify underlying variables, or factors, that explain the pattern of 
correlations within a set of observed variables. Factor analysis is often used in data reduction to 
identify a small number of factors that explain most of the varianee that is observed in a much larger 
number of manifest variables. 1 

The factor analysis procedure offers a high degree of flexibility: 2 

• Seven methods of factor extraction are available; 
o Used: Principal Component Analysis and Principal Axis Factoring 

• Five methods of rotation are available; 
o Used: Varimax and Promax. 

• Three methods of computing factor scores are available; 
o Used: Bartlett's 

Statistics 
Whereas in Principal Components Analysis is a varianee oriented technique, Factor Analysis is 
concerned solely with correlations between variables. Factor Analysis assumes that the observed 
correlations are caused by some underlying pattern in the data resulting form the presence of a 
number of predetermined factors. Strictly, we should know in advance, on the basis of some theory, 
how many factors there should be. It is considered that the contribution of any variabie can be split 
into a common component, i.e. that part which contributes to the factors, and a unique component. 
The sum of the common components is called the communality. The methodology of FA is very si mi lar 
to PCA except that the variability is partitioned between the factors and the unique variability is 
excluded from the analysis. This makes sense since we are investigating factors, composed of a 
number of variables, any unique varianee cannot be contributing toa factor, so should be excluded. 

Extraction 
The 2 most common extraction methods are: 

• Principal Components Analysis (PCA) &; 
• Factor Analysis: Principal Axis Factoring (PAF). 

PCA 
Data reduction: Reduce the variablestoa smaller number of factors 
Assumption: All of the varianee in a variabie can be explained by the factors 
Initial Communality Estimate: h2=1 

PAF 
Theory Development: Determine the underlying factors among a set of variables 
Assumption: Varianee in a variabie can be explained by the factors and unique components 
Initia I Communality Estimate h2 = R2 of the variabie regressed on the other variables 

For the Semantic Differential Technique, the PAF is the best choice. In the analysis both methods are 
used to see what the differences are. 

8.2 Data description 
Datasouree 
In this research 22 people were asked to fill in a list with bipolar pairs of adjectives based on their 
feelings towards 'social safety' and 'Identity'. 

1 
Tutorial SPSS 14.0 

2 
Tutoria/ SPSS 14.0 
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This amount of respondents is not a representative amount for the final research but more analysis 
will be done to check if the results are reliable. 

Variables (bipolar pairs) 
In the initia I research 54 variables we re inserted. 

Measurement scale tor variables 
Each bipolar pair (variable) is measured on a scale of: 

1. Extremely positive 
2. Quite positive 
3. Slightly positive 
4. Neither/Nor positive /negative 
5. Slightly negative 
6. Quite negative 
7. Extremely negative 

In table 1 and 5 summaries are given of the 54 variables used in this research for the quality aspects 
'Social Safety' and 'Identity'. 
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----------------------------~SociaiSafety ____________________________ __ 

Case Summaries 
Nice Good Sweet Helptul Beautiful t-ragrant 

Mean 2.9545 2.0000 5.5909 2.0000 3.2273 2 .454~ 

Std. Deviation 1.13294 0.43644 8.60597 0.69007 1.37778 1.0568:: 
Kurtosis 1.006 3.509 21.682 -0.685 -0.124 0 .24t 
Skewness 1.177 0.000 4.641 0.000 0.392 0.797 

Clean t-'leasant Sacred Honest t-a1r Hugged 

Mean 3.2273 2.3182 4.4091 2.6190 3.0000 4.6364 
Std. Deviation 1.15189 1.04135 1.68068 1.02353 1.30931 0.9534€ 
Kurtosis -0.319 2.639 -0.009 5.280 0.143 1.661 
Skewness -0.283 1.510 -0.257 1.809 0.700 -0.974 

Rough Tasty Valuable Kind B1tter Happy 

Mean 4.0455 2.9091 2.0000 2.5000 4.6818 2.6661 
Std. Deviation 1.17422 1.19160 0 87287 1.05785 1.12911 1.0165-:: 
Kurtosis 1.203 -1 .005 0.888 0.082 0.346 0.048 
Skewness -0.678 0.190 0.945 0.398 0.046 0.444 

R1ch Clear True T1mely Successfull Important 

Mean 3.6818 3.9545 3.2727 3 .6818 3.6364 2.0909 
Std. Deviation 1.28680 1.46311 0.82703 1.17053 1.32900 0.81118 
Kurtosis -0.915 -1 .344 -1.282 1.784 0.289 0.001 
Skewness 0.219 0.186 -0.574 0.888 0.480 0.414 

Fresh Healthy Heavy Strong Large B1g 

Mean 3.3636 3.1364 4.0455 3.1364 3.4091 3.500C 
Std. Deviation 0.90214 1.20694 1.04550 1.03719 1.00755 0.85912 
Kurtosis -0.646 -0.024 0.176 -0.259 0.327 -0.412 
Skewness 0.021 0.430 0.452 0.831 -0.342 0.248 

Powertuil ::>trong1 Ueep Kugged1 Hard Act1ve 

Mean 3.1364 2.9545 3.2273 4.5455 4.0455 3.227-:: 
Std. Deviation 1.08213 0.78542 1.37778 1.01076 0.89853 1.30683 
Kurtosis -0.760 0.499 -0.431 0.371 0.510 -0.064 
Skewness -0.046 -0.566 0.512 0.473 -0.095 0.94€ 

Brave Th1ck Healthy1 Loud Rough1 W1de 

Mean 3.0455 4.0000 3.1818 4.1364 4.1364 3.2721 
Std. Deviation 0.89853 0.43644 1.13961 0.88884 1.12527 1.07711 
Kurtosis -0.764 3.509 0.621 0.708 -0.203 -0.031 
Skewness 0.338 0.000 0.460 -0.287 -0.733 -0.854 

Fast Al1ve Noisy Young Active1 Sharp 

Mean 4.1818 3.0909 4.2727 3.6364 2.8636 3.7721 
Std. Deviation 0.95799 1.01929 0.93513 0.95346 1.20694 0.81251 
Kurtosis 0.480 -0.182 0.786 0.657 1.215 -0.358 
Skewness -O.Q38 0 101 -0.222 0.476 1.179 -0.12€ 

t:lnght Hot Angular Ked t-enous Iense 

Mean 3.5455 3.8636 4.1818 4.3182 4.681 8 4.3182 
Std. Deviation 1.01076 0.56023 0.90692 1.04135 1.17053 1.17053 
Kurtosis -0.955 0.459 0.408 1.698 0.236 0.089 
Skewness -0.136 -0.074 0.874 0397 -0.288 0 .09~ 

Table 8 .1: Summery of 54 vartables - Soaal Safety 
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Correlation Matrix 
A correlation matrix of all 54 pairs was run using SPSS 14.0 in order to help ascertain which pairs 
were most highly correlated and appeared to be most significant as generalized indices of attitudes 
toward 'social safety'. 
This matrix shows that the following of the variables do not correlate and can be deleted from the 
variabie list: 

• Sweet, Helpful, Sacred, Honest, Rugged, Rough, Bitter, Clear, True, Timely, Successful, 
Important, Fresh, Heavy, Large, Big, Powerful, Strong, Deep, Rugged, Hard, Brave, Thick, 
Healthy, Loud, Rough, Wide, Fast, Alive, Noisy, Young, Active, Sharp, Hot, Angular, Red and 
Ten se. 

This matrix shows also that some of the variables need to be recoded because of the negative 
correlation between the variabie and others. 
The variables which are recoded are: 

• Rugged (Delicate), Rough (Smooth), Bitter (Sweet), Heavy (Light), Ruggedl (Delicate!), Hard 
(Soft), Thick (Thin), Loud (Soft), Roughl (Smooth1), Noisy (Quiet), Young (Oid), Furious 
(Peaceful) and Tense (Relaxed). 

The variables which are repeated in the list are also deleted, these are: 
• Active, Rough, Healthy, Rugged, Strong. 

This repetition was to check how consistent the respondents are. The correlation between the two 
similar variables are: 

• Rough - Rough1 = 0.572 
• Rugged - Rugged 1 = 0.413 
• Active- Active1 = 0.715 
• Healthy - Healthy1 = 0. 708 
• Strong- Strong1 = 0.417 

The correlation is a little high so the respondents were quite consistent. 

Now 18 variables are left to use for further research. 

Determinant IR I 
The Determinant shows if the variables are correlated or not. 
1 indicates that all of the variables are uncorrelated and 0 indicates multi-collinearity problems 
In research extreme Determinant values must be avoided. 
For this research SPSS gives a determinant of 1.54E-011 for Social Safety. This indicates that there 
could be multi-collinearity problem. 

Bartlett's Test of Sphericity 
It is a test whether there are any relationships among the varia bles. 3 

KMO and Bartlett's Test 

Kaiser-Meyer-Oikin Measure of Sampling 
Adequacy. .469 

Bartlett's Test of 
Sphericity 

Approx. Chi-Square 

df 

Sig. 

327.822 

153 

.000 

Table 8 .2: Output SPSS: KMO and Bartlett's Test - Social Safety 

This the Chi-Square exceeds the degrees of freedom than can be concluded that R is not an identity 
matrix. 
The significancy <0.05 indicates that a factor analysis may be useful with the data. 

3 Exploratory Factor Analysis Sheets 
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Kaiser-Meyer-0/kin Measure of Sampling (KMO-MSA) 
Measure whether Exploring Factor Analysis (EFA) is appropriate for a given matrix 
Interpretation of the values of the KM04

: 

• 0.90 to 0.99 = marvelous; 
• 0.80 to 0.89 = meritorious; 
• 0.70 to 0.79 = middling; 
• 0.60 to 0.69 = mediocre; 
• 0.00 to 0.59 = miserable. 

In SPSS the adequacy is: 0.469 for Social Safety. This means that this value is nat sufficient. 
By looking in the anti-image matrix, this shows the Measure of Sampling Adequacy, the value of the 
variabie 'Strong' is 0.260 this is the lowest value of all. This variabie is removed. 
The new values are: 

• Determinant: 4.09E-010 

KMO and Bartlett's Test 

Kaiser-Meyer-Oikin Measure of Sampling 
Adequacy. .543 

Bartlett's Test of 
Sphericity 

Approx. Chi-Square 

df 

Sig. 

291.827 

136 

.000 

Table 8.3: Output SPSS: KMO and Bartlett's Test- minus 'Strong' 

The adequacy is still nat sufficient. Another variabie 'Good' needs to be deleted with a value of 0.273. 
The new values are: 

• Determinant: 5.63E-009. 

KMO and Bartlett's Test 

Kaiser-Meyer-Oikin Measure of Sampling 
Adequacy. .639 

Bartlett's Test of 
Sphericity 

Approx. Chi-Square 

df 

Sig. 

262.778 

120 

.000 

Table 8.4: Output SPSS: KMO and Bartlett's Test- minus 'Good' 

Values ~0,60 indicates that the correlation matrix is acceptable for Exploratory Factor Analysis. 5 

After the first step the amount of variables is reduced from 18 to 16 variables. These variables will be 
used in the next steps. 

4 Exploratory Fador Analysis Sheets 
5 Tabachnik & Fide/1 (2001) 
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______________________________ .Identity ________________________________ __ 

Case Summaries 
NICe <iOOd :;weet Helptul tseaut1tu1 t-ragrant 

Maan 2.8636 2.6364 3.7273 3.3636 2.8182 2.8182 
Std. Deviation 0.83355 1.13580 0.88273 0.95346 1.05272 0.73266 
Skewness 0.274 0.379 -0.774 -0.839 1.204 0.304 
Kurt os is -1.509 -0.755 0.224 0.406 2.862 -0.973 

Clean Pleasant Sacred Honest t-a1r Rugged 

Mean 2.7727 2.5909 4.2727 3.4286 3.2273 4.6364 
Std. Deviation 1.06600 1.09801 1.31590 0.74642 0.92231 0.78954 

Skewness -0020 1.408 0.271 -0.130 -0.497 0.142 
Kurtosis -1.463 3.375 -0.251 -0.094 0.389 -0.352 

Hougn 1 asty Va1uao1e Kind tiltter Happy 

Mean 4.6364 2.5000 2.0000 3.0000 4.2727 3.0909 
Std. Deviation 0.90214 1.18523 1.02353 0.92582 1 03196 0.86790 
Skewness -0.021 1.133 0.586 0.396 0.537 0.294 
Kurt os is -0.646 2.346 -0.824 -0.892 1.976 -0 589 

RICh Clear True 11mely :;uccessfull Important 

Mean 2.8182 2.8636 3.2727 3.6818 2.5714 2.0000 
Std. Deviation 0.95799 1.32001 1.07711 0.64633 0.97834 1.11270 

Skewness 0.396 0.684 -0.351 -0.760 -0.043 1.141 
Kurtosis -0.095 -0.197 -0.648 1.046 -0.859 1.069 

t-resn Healtny Heavy :;trong Large t!lg 

Mean 3.0909 2.9545 4.1364 2.8636 3.5455 3.6364 
Std. Deviation 0.92113 0.89853 0.88884 0.99021 0.67098 1.00216 
Skewness 0.209 0.095 -0.287 -0.352 -0.181 0.524 
Kurtosis -1.017 -1.825 0.708 -0.900 0.099 0.135 

Powertuil :;trong1 Deep Hugged1 Hard Act1ve1 

Mean 2.7143 2.9545 3.1364 4.5455 4.2727 3.5000 
Std. Deviation 0.90238 0.72225 0.94089 1.01076 1.07711 1.33631 

Skewness -0.267 -0.765 0.084 0.169 0.152 0.263 
Kurtosis -0.471 1.613 -1.201 1.895 -0.134 -0.432 

Brave Th1ck Healthy1 Loud Rough1 Wide 

Mean 3.1818 4.0455 3.1364 3.9545 4.0909 3.8636 
Std. Deviation 1.00647 0.57547 0.94089 1.17422 1.15095 0.7101€ 
Skewness -0.397 0.014 -0.670 -0.293 -0.193 -0.674 
Kurtosis -0.554 0.510 -0.671 0.621 -0.712 1.329 

Fast A live NOISY Young Act1ve :;harp 

Mean 3.8636 2.8095 4.1364 4.0000 3.4545 3.68H! 

Std. Deviation 0.99021 1.07792 1.16682 1.41421 1.18431 0.6463.:: 
Skewness 0.296 1.210 0.107 0.117 0.497 -0.76C 
Kurt os is -0.469 2.686 -0.197 -1.010 -0.649 1.04€ 

tsngnt Hot Angular Red t-unous Tense 

Mean 3.4091 3.7273 3.8636 4.2273 3.9545 4 .045~ 

Std. Deviation 0.90812 0.98473 1.03719 0.68534 1.13294 1.0901C 
Skewness 0.716 -1.036 0.859 0.654 -0.768 -0.34C 
Kurtosis 1.948 1.656 3.447 1 '184 1.090 -0.68!: 

Table 8.5: 5ummery of 54 vanables - JdentJty 
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Correlation Matrix 
A correlation matrix of all 54 pairs was run using SPSS 14.0 in order to help ascertain which pairs 
were most highly correlated and appeared to be most significant as generalized indices of attitudes 
toward 'social safety'. 
This matrix shows that the following of the variables do nat correlate and can be deleted from the 
variabie list: 

• Good, Sweet, Helpful, Fragrant, Clean, Pleasant, Sacred, Honest, Fair, Rough, Valuable, Kind, 
Bitter, Rich, Clear, True, Timely, Important, Large, Big, Strong, Rugged, Active, Thick, 
Healthy, Loud, Rough, Wide, Fast, 1\loisy, Young, Active, Sharp, Angular, Red, Furious, Tense. 

This matrix shows also that some of the variables need to be recoded because of the negative 
correlation between the variabie and others. 
The variables which are recoded are: 

• Rugged (Delicate), Rough (Smooth), Bitter (Sweet), Timely (Untimely), Heavy (Light), 
Ruggedl (Delicate!), Hard (Soft), Wide (Narrow), Sharp (Dull). The variables which are 
repeated in the list are also deleted, these are: 

• Active, Rough, Healthy, Rugged, Strong. 
This repetition was to check how consistent the respondents are. The correlation between the two 
similar variables are: 

• Rough- Roughl = 0.40 
• Rugged - Rugged 1 = 0.80 
• Active - Activel = 0.57 
• Healthy - Healthyl = 0.80 
• Strong- Strongl = 0.66 

The correlation is a little high sa the respondents were quite consistent. 

Now 17 variables are left to use for further research. 

Determinant IR I 
For this research SPSS gives a determinant of 8.50E-010 for Identity, which also indicates that there 
could be multi-collinearity problem. 

Bartlett's Test of Sphericity 

KMO and Bartlett's Test 

Kaiser-Meyer·Oikin Measure of Sampling 
Adequacy. .316 

Bartlett's Test of 
Sphericity 

Approx. Chi·Square 

dl 

Sig. 

281.964 

136 

.000 

Tab/e 8 .6: Output SPSS: KMO and Bartlett's Test- Identity 

The significancy <0.05 indicates that a factor analysis may be useful with the data. 

Kaiser-Meyer-0/kin Measure of Sampling (KMO-MSA} 
In SPSS the adequacy is: 0.316. This means that this value is nat sufficient. 
By looking in the anti-image matrix, this shows the Measure of Sampling Adequacy, the value of the 
variabie 'Healthy' is 0.188 this is the lowest value of all. This variabie is removed. 
The new values are: 

• Determinant: 1.03E-007 
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KMO and Bartlett's Test 

Kaiser-Meyer-Oikin Measure of Sampling 
Adequacy. .615 

Bartlett's Test of 
Sphericity 

Approx. Chi-Square 

dl 

Sig. 

Table 8. 7: Output SPSS: KMO and Bartlett's Test 

222.506 

120 

.000 

Va lues ~0,60 indicates that the correlation matrix is acceptable for Exploratory Factor Analysis. 6 

After the first step the amount of variables is reduced from 17 to 16 variables. These variables will be 
used in the next steps. 

8.3 Extract initial factors 
Since one of the main aims of this analysis is reducing the dimensionality of the data it makes little 
sense to work with 12 components rather than 12 variables, so how to decide the number of factors 
retain? Several methods have been suggested, of which the two most common are: 

• Only retain those components/factors whose eigenvalue is ~ 1,000 (see next analysis), this 
would result in the retentien of just 5 components. 

• Examine a 'scree plot' of the eigenvalues against the number of factors. The appropriate 
number of factors is given if there is a break in the slope. In this case, five components seem 
to be needed. 

Forcing the analysis to use as many factors as there are variables partially evereomes the difference 
between PCA and FA. This is demonstrated by the fact that the communalities are all 1,000, thus all of 
the variability is assumed to be common and allofit will be used in the analysis (as in PCA). 

Communalities are presented; these explain the amount of varianee (within each pair) accounted for 
by the factors. 
______________________________ SociaiSafety ____________________________ __ 

Communalities Communalities 

Initia! Extraction Initia! Extraction 
Nice 1.000 1.000 Nice 1.000 .819 
Beautiful 1.000 1.000 Beau ti fut 1.000 .738 
Fragrant 1.000 1.000 Fragrant 1.000 .772 
Clean 1.000 1.000 Clean 1.000 .492 
Pleasant 1.000 1.000 Pleasant 1.000 .715 
Fair 1.000 1.000 Fair 1.000 .630 
Tasty 1.000 1.000 Tasty 1.000 .706 
Vatuable 1.000 1.000 Valuable 1.000 .893 
Kind 1.000 1.000 Kind 1.000 .803 
Happy 1.000 1.000 Happy 1.000 .834 
Rich 1.000 1.000 Rich 1.000 .733 
Hea~hy 1.000 1.000 Healthy 1.000 .843 
Deep 1.000 1.000 Deep 1.000 .924 
Active 1.000 1.000 Active 1.000 .907 
Bright 1.000 1.000 Bright 1.000 .750 
Furieus 1.000 1.000 Furieus 1.000 .790 

Extraction Method: Pnnc1pal Component Analysis. Extraction Method: Pnnc1pal Component Analysis. 

Table 8.8a and 8.8b: Communalities PC4 Method, a: variables =factors, b: variables extracted eigenvalue <1 

Table B.8a, the extraction is equal to the initia! values because the number of factors is equal to the 
number of variables. 

6 Tabachnik & Fide/1 (2{}()1) 
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Communalities 

lnitial Extraction 
Nice .931 .767 

Beautil ui .754 .656 

Fragrant .953 .737 

Clean .804 .387 

Pleasant .746 .551 

Fair .928 .534 
Tasty .852 .571 

Valuable .918 .884 

Kind .908 .759 

Happy .890 .786 

Rich .931 .650 
Heallhy .876 .848 

Deep .955 .972 
Active .908 .874 

Bright .905 .655 
Furieus .888 .723 

Extraction Method: Principal Axis Factoring. 

Table B.8c: Communalities PAF Method 

Because PAF analyzed only shared varianee, one would expect that the total varianee explained by 
eaeh of the four factors to be less than the varianee explained by the four components of PCA. Results 
reflect this in next tables, the total varianee explained for PCA and FA. 

Total Varianee Explained 

lnitial Eiaenvalues Extraction Sums of Sauared Laadinas 

Component Total % of Varianee Cumuialive % Total % of Varianee Cumuialive % 
1 7.531 47.070 47.070 7.531 47.070 47.070 

2 1.743 10.896 57.966 1.743 10.896 57.966 

3 1.696 10.603 68.569 1.696 10.603 68.569 

4 1.378 8.612 77.182 1.378 8.612 77.182 

5 .996 6.226 83.408 

6 .724 4.525 87.933 

7 .524 3.275 91 .208 
8 .412 2.573 93.781 

9 .345 2.156 95.937 

10 .261 1.633 97.570 

11 .174 1.086 98.655 
12 .069 .432 99.087 

13 .059 .368 99.455 
14 .046 .288 99.743 
15 .025 .157 99.900 

16 .01 6 .100 100.000 

Extraction Method: Principal Component Analysis. 

Table 8.9: Total varianee explained, Initia! Eigenva/ues and Sum of Squared Loadings tor PC4 
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Total Varianee Explained 

lnitial Eioenvalues Extraction Sums of Souared Laadinas 

Factor Total %of Varianee Cumuialive % Total % of Varianee Cumuialive % 
1 7.531 47.070 47.070 7.246 45.286 45.286 

2 1.743 10896 57.966 1.546 9.661 54.947 

3 1.696 10.603 68.569 1.478 9.240 64.186 

4 1.378 8.612 77.182 1.084 6.776 70.962 

5 .996 6.226 83.408 

6 .724 4.525 87.933 

7 .524 3.275 91.208 

8 .412 2.573 93.781 

9 .345 2.156 95.937 

10 .261 1.633 97.570 

11 .174 1.086 98.655 
12 .069 .432 99.087 
13 .059 .368 99.455 
14 .046 .288 99.743 
15 .025 .157 99.900 

16 .016 .100 100.000 

ExtractiOn Method: Princ1pal Axis Factoring. 

Table 8.10: Total varianee explained, Initia/ Eigenvalues and Sum of Squared Loadings for PAF 

Table 'Total Varianee Explained': 
• Eigenvalue > 1 criteria selects 4 factors for PCA and PAF; 
• Percent of varianee criteria selects 4 factors with PCA ( assuming 77.182%) 
• Percent of varianee criteria selects 4 factors With FA (assuming 70.962%) 
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0 

Figure 8.1: Scree Plot 

Scree Plot 

3 5 6 7 8 9 10 11 12 13 14 15 16 

Component Number 

Catteil (1966) suggests to find the place where the smooth decrease of eigenvalues appears to level 
off to the right of the plot. In figure 1 this point is given by the dotted line. 
According to this criterion, two factorscan be retained. 
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Component Matrili' 

Gom onent 

2 3 4 
Nice -. 163 -.351 -.273 

Beautiful -.282 .170 -.253 

Fragrant .327 -.056 -.004 

Clean .105 .105 -.288 
Pleasant .468 .159 .355 
Fair .063 -. 162 -.300 

Tasty -.274 .187 .439 

Valuable -. 117 -.207 

Kind .334 -.090 .354 

Happy .090 .582 .102 

Rich .168 -.215 .396 
Healthy .188 -.164 -.596 
Deep -.628 -.188 .151 

Active -.367 -.579 .162 
Bright .561 -.198 -.078 

Furieus -.425 .242 .046 

Extraction Method: Principal Component Analysis. 

a. 4 components extracted. 

Table 8.11: Component Matrix PCA 

Interpretation of the component/factor tables7
: 

• Low loadings (<10.401) on all factors; 
o Eliminate manifest variables with low loadings on all factors. 

• High loadings (~10.401) on 2+ factors; 
o Place the item on the factor with the largest loadings; 
o Place the item on the factor most related to it conceptually; 
o If all else fails, eliminate the item. 

In this research no manifest variables are deleted. The circles are placed on the largest loadings nat 
taken into account the one most related to it conceptually. This will be reviewed in the last step. 

Factor MatriX' 

Factor 

2 3 4 
Nice -.301 -.110 -.285 
Beautiful -.025 .265 -.221 
Fragrant .170 -.260 .009 
Clean .128 -.020 -. 175 

Pleasant ::S .330 -.199 .294 

Fair -.028 -.136 -.221 

Tasty :~ -.050 .259 .358 

Valuable .482 .580 -.179 
Kind 

:~ 
.133 .335 

Happy .462 .291 .147 

Rich -.057 -.240 .342 
Heallhy .052 -.255 -.596 

Deep -.581 .365 .099 

Active -.660 -.112 .100 
Bright 

:~ 
.216 -.493 -.026 

Furieus -.083 .429 .033 

Extraction Method: Principal Axis Factoring. 

a. 4 factors extracted. 13 iterations required. 

Table 8.12: Factor Matrix PAF 

7 
Sytsma (2002) 
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As with the PCA eigen veetors provide information about the contribution that each variabie makes to 
a factor. The most important variables, for each factor, are highlighted. 
Most usefully the loadings are simple correlation coefficients between the original variables and the 
newly derived factors ( components). Examine the first column of table 8.12, which shows the 
relationships between the 15 variables and component 1. Note that all variables are correlated to 
component 1 only variabie 'Valuable' is correlated to component 3. 

______________________________ Identity ________________________________ __ 

Communalities Communalities 

lnitial Extraction lnitial Extraction 

Nice 1.000 .774 Nice 1.000 1.000 

Beautiful 1.000 .663 Beautil ui 1.000 1.000 

Rugged 1.000 .687 Rugged 1.000 1.000 

Tasty 1.000 .859 Tasty 1.000 1.000 

Happy 1.000 .835 Happy 1.000 1.000 

Succestuil 1.000 .658 Succestuil 1.000 1.000 

Fresh 1.000 .825 Fresh 1.000 1.000 

Heavy 1.000 .725 Heavy 1.000 1.000 

Streng 1.000 .862 Streng 1.000 1.000 

Powertuil 1.000 .636 Powertuil 1.000 1.000 

Deep 1 000 .724 Deep 1.000 1.000 

Hard 1.000 .860 Hard 1.000 1.000 

Brave 1.000 .734 Brave 1.000 1.000 

A live 1.000 .836 A live 1.000 1.000 

Bright 1.000 .828 Bright 1.000 1.000 

Hot 1.000 .605 Hot 1.000 1.000 

Extraction Method: Pnnc1pal Component Analysis. Extraction Method: Principal Component Analysis. 

Tab/e 8.13a and 8.13b: Communa!ities PC4 Meth~ a: variables = factors, b: variables extracted eigenvalue <1 

Table B.13a, the extraction is equal to the initia! values because the number of factors is equal to the 
number of variables. 

Communalitles 

lnitial Extraction 
Nice .879 .739 

Beautiful .778 .599 

Rugged .841 .545 

Tasty .900 .858 

Happy .941 .851 

Succestuil .832 .515 

Fresh .916 .808 

Heavy .812 .639 

Streng .890 .888 
Powertuil .770 .493 

Deep .787 .582 

Hard .904 .772 

Brave .639 .572 

A live .929 .829 
Bright .886 .710 

Hot .635 .510 

Extract1on Method: Pnnc1pal Ax1s Factoring. 

Table 8.13c: Communalities PAF Methad 

Because PAF analyzed only shared variance, one would expect that the total varianee explained by 
each of the four factors to be less that the varianee explained by the four components of PCA. Results 
reflect this in next tables, the total varianee explained for PCA and FA. 
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Total Varianee Explained 

lnitial Eigenvalues Extraction Sums of Squared Loadings 

Component Total %of Varianee Cumuialive% Total %of Varianee Cumuialive % 
1 7.368 46.049 46.049 7.368 46.049 46.049 

2 2.147 13.421 59.470 2.147 13.421 59.470 

3 1.547 9.668 69.138 1.547 9.668 69.138 

4 1.049 6.554 75.692 1.049 6.554 75.692 

5 .878 5.490 81.181 

6 .685 4.279 85.460 

7 .570 3.565 89.025 

8 .467 2.920 91.946 

9 .359 2.246 94.192 

10 .264 1.652 95.844 

11 .222 1.385 97.229 

12 .169 1.059 98.287 

13 .157 .980 99.268 

14 .057 .356 99.623 

15 .041 .256 99.880 

16 .019 .120 100.000 

Extract1on Method: Pnnc1pal Component Analys1s. 

rable 8.14: rota! varianee explained, Initia/ Eigenvalues and Sum of Squared Loadings for PCA 

Total Varianee Explained 

lnitial Eigenvalues Extraction Sums of Squared Loadil}llS 

Factor Total % of Varianee Cumuialive % Total %of Varianee Cumuialive % 
1 7.368 46.049 46.049 7.072 44.198 44.198 

2 2.147 13.421 59.470 1.826 11.416 55.614 

3 1.547 9.668 69.138 1.301 8.134 63.748 

4 1.049 6.554 75.692 .709 4.434 68.182 

5 .878 5.490 81 .181 

6 .685 4.279 85.460 

7 .570 3.565 89.025 

8 .467 2.920 91.946 

9 .359 2.246 94.192 

10 .264 1.652 95.844 

11 .222 1.385 97.229 

12 .169 1.059 98.287 

13 157 .980 99.268 

14 .057 .356 99.623 

15 .041 .256 99.880 

16 .019 .120 100.000 

Extraction Method: Prmc1pal Ax1s Factonng. 

rable 8.15: rota! varianee explained, Initia! Eigenvalues and Sum of Squared Loadings for PAF 

Table 'Total Varianee Explained': 
• Eigenvalue > 1 criteria selects 4 factors for PCA and PAF; 
• Percent of varianee criteria selects 4 factors with PCA (assuming 75,692%) 
• Percent of varianee criteria selects 4 factors With FA (assuming 68,182%) 
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Scree Plot 
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Figure 8.2 Scree Plot 

Two factorscan be retained. 

Component MatriX' 

Com onent 

1 2 3 
Nice ~ -.352 .137 

Beautiful -.173 .224 

Rugged -.085 -.143 
Tasty -.213 .537 
Happy -.263 -.269 

SuccesJuli .401 .253 
Fresh -.299 -.295 

Heavy -.059 .010 
Streng .592 -.293 

Powertuil .257 -. 124 
Deep -.044 

Hard -.480 
Brave .232 
A live -.296 -.313 

Bright -.345 2 
Hot .334 .257 

Extraction Method: Principal Component Analysis. 

a. 4 components extracted. 

Table 8.16: Component Matrix PC4 

4 
.188 

.031 

-.367 

.014 

-.108 

.242 

-.020 

-.429 

.063 

-.378 

-.268 

.322 

.234 

.444 

-.063 

.210 

11 12 13 14 15 16 

Factor Matrir 

Factor 

1 2 3 4 
Nice .tg) -.330 .103 .198 

Beautiful -.155 .180 -.005 

Rugged -.048 -.086 -.232 
Tasty -.233 .525 .044 

Happy -.232 -.261 -.208 
SuccesJuli .337 .210 .130 

Fresh -.265 -.290 -.100 

Heavy -036 .035 -.363 
Streng .637 -.239 .043 
Powertuil -.045 -.259 
Deep .029 -.168 

Hard -.457 .221 

Brave .228 .198 
A live -.267 -.341 .433 
Bright -.343 .542 .005 

Hot .280 .216 .200 

Extraction Method: Principal Axis Factoring. 

a. 4 factors extracted. 15 iterations required . 

Table 8.17: Factor Matrix PAF 

Note that all variables are correlated to component 1 only the variables 'Deep' and 'Brave' are 
correlated to component 2. In table B.16 'Bright' is correlated to component 3. 
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8.4 Rotated Factors 
Loadings can be made more interpretable by using the rotation methods. These produce cleaner 
rotated loadings. There are two types of rotations8

: 

• Orthogonal (f.e. Varimax); 
o Assumes that the factors are uncorrelated. 

• Oblique (f.e. Promax); 
o Assumes that the factors are correlated. 

Two types of factor loadings exists9
: 

• Factor Pattern: 
o Partial correlation between a factor and a manifest variable. 

• Factor Structure: 
o Simple correlation between a factor and a manifest variable. 

These two patterns will be the same for orthogonal rotations (here Varimax) that is why just one table 
is showed. For the Oblique rotation (here Promax) these patterns differs so both tables are given. 

______________________________ SociaiSafety __________________________ _ 

Varimax Rotation 
The Varimax rotation maximizes the varianee of the squared loadings on each factor. 

Rotaled Component Matrii! 

Gom onent 

Nice .173 
Beautiful .069 

Fragrant 

Clean 

Pleasant 

Fair .258 

Tasty .404 

Valuable .049 
Kind ® 
Happy .448 
Rich ~ 
Healthy . 1 36 

Deep .066 
Active .234 

Bright .~5$ 

Furieus .139 

2 

<6ä& 
.491 

.526 

4 

.098 

678. 
...._; 

-.105 

.210 

.227 

.149 

.173 

~ 
.174 

.306 

.570 

.206 

3 
.557 
.438 

.190 

.110 

-.002 
.285 
@ 
.001 

.270 

.086 

.431 

.079 

Extraction Method: Principal Component Analysis. 
Rotatien Method: Varimax wilh Kaiser Normalization. 

a. Rotation converged in 7 iterations. 

4 
.075 

.229 

.358 

.263 

.171 

.455 

~ 
.141 

a 
.045 

.143 

.245 

-.173 

-.019 
.611 

Table 8.18: Rotated Component Matrix Varimax PCA 

Now the variables are different related to the components. 

Total Varianee Explained 

Rotation Sums of Sauared Loadinas 

Comoonent Total % of Varianee Cumuialive % 
1 3.257 20.356 20.356 
2 3.202 20.015 40.371 
3 3.143 19.643 60.014 
4 2.747 17.168 77.182 

Extraction Method: Principal Component Analysis. 

Table 8.19: Total Varianee Explained PCA 

8 
Sytsma (2002) 

9 Sytsma (2002) 
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Component Transformation Matrix 

Component 1 2 3 
1 .531 .538 .498 

2 628 .211 -.720 

3 -.057 -.281 -.384 
4 .567 -.766 .292 

Extraction Method: Princ1pal Component Analys1s. 
Rotatien Method: Varimax with Kaiser Normalization. 

Tab/e 8.20: Component Transformation Matrix 

Rotaled Factor Matrit 

Nice 

Beautil ui 

Fragrant 

Clean 

Pleasant 

Fair 

Tasty 

Valuable 

Kind 

Happy 

Rich 

Healthy 

Deep 

Active 

Bright 

Furieus 

.212 

.132 

.464 

-~ 
.162 

.065 

.251 
Q 

.1 

2 

Factor 

.524 

.412 

.195 

.146 

.030 

.276 

8 
.010 

.255 

.092 

.397 

.081 

:~ 
-013 

.558 

3 
.SSJ) 

.460 

.492 

.<4"4 

.122 

.QJ) 
-.054 

.208 

.215 

.129 

.169 

-~ 
.169 

.304 

.497 

.205 

Extraction Method: Principal Axis Factoring. 
Rotatien Melhod: Varimax with Kaiser Normalization. 

a. Rotatien converged in 6 iterations. 

Tab/e 8.21: Rotated Factor Matrix Varimax PAF 

Factor Transformation Matrix 

Factor 1 2 3 4 
1 .549 .500 516 
2 .330 -.788 -.017 

3 -.508 .282 -.342 

4 
.424 

-.207 

.878 

-080 

.068 

.148 

.261 

-.156 

.007 

.@ 

.426 

.520 

.738 
4 .576 .223 -.785 -.053 

Extraction Melhod: Pnnc1pal Ax1s Factonng. 
Rotatien Method: Varimax with Kaiser Normalization. 

Table 8.22: Factor Transformation Matrix PAF 
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Promax Rotation 
The calculation of a Promax rotation starts with a Varimax rotation, then further rotated to allow 
correlations between factors. 10 

Nice 

Beautiful 

Fragrant 

Clean 

Pleasant 

Fair 

Tasty 

Valuable 

Kind 

Happy 

Rich 

Healthy 

Deep 

Active 

Bright 

Furieus 

-.037 

-.163 

-.061 

-.128 

.105 

.Q 
-.054 

Pattern Matrix" 

Gom onent 

2 3 
.$.29' .497 

.409 .340 

.403 .006 

e -.044 
-.082 · .178 

-e 
·.357 

.145 

.019 

-.013 

-.045 

~ 
·.016 

.145 

.518 

.033 

.t59 

·.233 

.QTI) 

Extraction Method: Principal Component Analysis. 
Rotatien Method: Promax with Kaiser Normalization. 

a. Rotatien converged in 7 iterations. 

A"gure 8.23: Pattem Matrix of Promax PC4 

Structure Matrix 

4 
·.081 

-.136 

.069 

.089 

·.390 

-.138 

.533 

3 4 
Nice 

Beautil ui 

Fragrant 

Clean 

Pleasant 

Fair 

Tasty 

Valuable 

Kind 

Happy 

Rich 

Healthy 

Deep 

Active 

Bright 

Furieus 

.425 

.338 

-~ 
.413 

.363 

.301 

.412 

-~ 
.379 

.129 

.309 

.447 

.333 

.393 

-~ 
.362 

.468 

.672 

.393 

.715 

.630 

.447 

.327 

.212 

.489 

Extraction Method : Principal Component Analysis. 
Rotatien Method: Promax with Kaiser Normalization. 

A"gure 8.24: Structure Matrix of Promax PC4 

Component Correlation Matrix 

Component 1 2 3 
1 1.000 .455 .413 
2 .455 1.000 .420 
3 .413 .420 1.000 
4 .361 .290 .384 

Extraction Method: Pnnc1pal Component Analys1s. 
Rotatien Method: Promax with Kaiser Normalization . 

.279 

.248 

.290 

.414 

.046 

.154 

.734 

4 
.361 

.290 

.384 

1.000 

Table 8.25: Component Correlation Matrix of Promax PC4 

This matrix provides the correlations between the extracted factors. 

10 
Sytsma (2002) 
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Nice 

Beauliful 

Fragrant 

Clean 

Pleasant 

Fair 

Tasty 

Valuable 

Kind 

Happy 

Rich 

Healthy 

Deep 

Active 

Bright 

Furious 

Pattarn Matrix" 

-.012 

-.107 

Z6 
.144 
@ 

.154 

.341 

-.140 

-.030 

Factor 

2 
.453 

.315 

-.007 

.004 

-.151 

.145 

-.223 

.513 

3 
600 
.371 

.356 

-~ 
-.059 

-.305 

.138 

-.012 

-.057 

-.059 

·® 
-.039 

.136 

.426 

.022 

Extraction Method: Principal Axis Factoring. 
Rotation Method: Promax with Kaiser Normalization. 

a. Rotation converged in 6 iterations. 

Figure 8.26: Pattem Matrix of Promax PAF 

Nice 

Beautiful 

Fragrant 

Clean 

Pleasant 

Fair 

Tasty 

Valuable 

Kind 

Happy 

Rich 

Healthy 

Deep 

Active 

Bright 

Furious 

Structure Matrix 

.489 

.417 

.794 

.450 

-~ 
.520 

.531 

.437 

2 

Factor 

.700 

.611 

.465 

.349 

.241 

.484 

3 

Extraction Method: Principal Axis Factoring. 

.'5 
.605 

·Ei® 

:~ 
9 

.184 

.323 

.455 

.339 

.402 

.381 

.483 

.619 

.410 

Rotatien Method: Promax with Kaiser Normalization. 

Figure 8.27: Structure Matrix of Promax PAF 

Factor Correlation Matrix 

Factor 1 2 3 4 
1 1.000 .473 .515 

2 .473 1.000 .458 

3 .515 .458 1.000 

4 
-.057 

-~ 
.092 

.245 

.150 

.072 

305 

-~ 
-.025 

-.117 

.063 

.106 

-.382 

-.129 

-~ 

4 
.319 

.6W 

.448 

.436 

.387 

.366 

.533 
Q 

.3 

.fiii> 

.278 

.317 

.436 

.074 

.196 

.710 

.418 

.401 

.331 

4 .418 .401 .331 1.000 

Extract1on Method: Pnnc1pal Ax1s Factonng. 
Rotatien Method: Promax with Kaiser Normalization. 

Figure 8.28: Factor Correlation Matrix of Promax PAF 

This matrix provides the correlations between the extracted factors. 
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_______________ Identity ________________ _ 

Varimax Rotation 
The Varimax rotation maximizes the varianee of the squared loadings on each factor. 

Rotaled Component Matrlli' 

nent 

1 3 4 
Nice .573 .179 .099 

Beautiful .379 .298 .212 

Rugged .333 .070 

Tasty .188 .206 .217 

Happy .os .311 .561 .020 

Succestuil .194 .333 .111 

Fresh ti]) .297 .482 
Heavy .212 .388 ·~ 
St rong .365 -.148 .438 

Powertuil .156 .110 ·~ 
Deep -.008 -.022 .581 
Hard .024 .240 

Brave .044 .0 11 

A live .224 .046 .103 
Bright .048 .140 .033 
Hot .201 .366 .130 ·~ 
Extraction Method: Principal Component Analysis. 
Rotatien Method: Varimax with Kaiser Normalization. 

a. Rotatien converged in 6 iterations. 

Tab/e 8.29: Rotated Component Matrix Varimax PCA 

Now the variables are different related to the components. 

Total Varianee Explained 

Rotatien Sums of Squared Loadinqs 

Component Total %of Varianee Cumuialive % 
1 3 .350 20.938 20.938 
2 3.074 19.210 40.148 

3 2.853 17.833 57.981 
4 2.834 17.710 75.692 

Extraction Method: Principal Component Analysis. 

Table 8.30: Tata/ Varianee Explained PCA 

Component Transformation Matrix 

Component 1 2 3 4 
1 .566 .494 .527 
2 -.335 -.416 .119 

3 -.559 .763 ·.260 
4 .505 .015 -.800 

ExtractiOn Method: Pnnc1pal Component Analys1s. 
Rotatien Method: Varimax with Kaiser Normalization. 

Tab/e 8.31: Component Transformation Matrix 
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Nice 

Beautiful 

Rugged 

Rotaled Factor Matrif 

2 

Factor 

.248 

.370 

3 
.104 

.213 

.189 

4 
.537 

.316 

.293 

Tasty .214 .1 58 

Happy .286 .062 .529 

SuccesJuli 
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Extraction Method: Principal Axis Factoring. 
Rotation Method: Varimax with Kaiser Normalization. 

a. Rotation converged in 6 i1erations. 

Table 8.32: Rotated Factor Matrix Varimax PAF 

Factor Transformation Matrix 

Factor 1 2 3 4 
1 .491 .556 .427 .518 

2 -.430 -.022 .859 -.278 

3 .749 -.255 .180 -.584 
4 .115 -.791 .219 .560 

Extraction Method: Pnnc1pal Ax1s Factonng. 
Rotation Method: Varimax with Kaiser Normalization. 

Tab/e 8.33: Factor Transformation Matrx PAF 

Promax Rotation 
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.006 
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.212 

The calculation of a Promax rotation starts with a Varimax rotation, then further rotated to allow 
correlations between factors. 11 
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Extraction Method: Principal Component Analysis. 
Rotation Method: Promax with Kaiser Normalization. 

a. Rotation converged in 6 iterations. 

Figure 8.34: Pattem Matrix of Promax PC4 

11 Sytsma (2002) 
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Structure Matrix 

Nice .747 .486 

Beautiful .612 .557 

Rugged .573 .443 @W 
Tasty . 08 .464 

Happy .5rr" .770 

Succesfull .417 .391 

Fresh .508 .711 

Heavy .499 .527 .§ 

Strong .515 .038 .6 

Powertuil .403 .256 ·~ Deep .228 .092 .66 

Hard ·~ .258 .540 

Brave .070 .077 .199 

Alive s .420 .378 

Bright .309 7 .327 
Hot .398 .451 .402 

Extraction Method: Principat Component Anatysis . 
Rotatien Method: Promax w ith Kaiser Normalization. 

Figure 8.35: Structure Matrix of Promax PC4 

Component Correlation Matrix 

Component 1 2 3 
1 1.000 .485 .603 

2 .485 1.000 .397 

3 .603 .397 1.000 
4 .267 .151 .414 

Extraction Method: Pnnc1pal Component Analys1s. 
Rotatien Method: Promax with Kaiser Normalization. 

4 
.210 

.324 

.227 

.312 

.183 

4 
.267 
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.414 

1.000 

Table 8.36: Component Correlation Matrix of Promax PC4 

This matrix provides the correlations between the extracted factors. 

Pattern Matrix" 

Factor 

2 3 
Nice .032 -.019 
Beautiful .272 .084 

Rugged .010 
Tasty .122 
Happy .050 -.176 
Succeslult .260 ® 
Fresh .046 -.178 

Heavy .203 .006 
Strong -.323 ~ 
Powertuil -.009 
Deep -.083 .419 
Hard -.200 .130 

Brave .084 -.232 
Alive .045 -.204 

Bright ' 6 .082 

Hot .304 -.103 

Extraction Method: Principal Axis Factoring. 
Rotatien Method: Promax with Kaiser Normalization. 

a. Rotatien converged in 6 iterations. 

Figure 8.37: Pattem Matrix of Promax PAF 
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Structure Matrix 

Factor 

2 3 4 
Nice .578 .256 .727 

Beautil ui .623 .356 .564 
Rugged .428 .346 .534 

Tasty ® .342 .452 

Happy .492 268 .765 
Succestuil .411 .354 

Fresh .481 .801 
Heavy .492 .451 

Strong .065 .488 

Powertuil .280 .371 

Deep .146 .520 .221 

Hard .262 .637 
Brave .129 .152 

A live .416 .491 
Bright .379 .314 

Hot .447 .398 .393 

Ex1raction Methoc!: Principal Axis Factoring. 
Rotation Method: Promax with Kaiser Normalization. 

Figure 8.38: Structure Matrix of Promax PAF 

Factor Correlalion Matrix 

Factor 1 2 3 4 
1 1.000 .463 .217 .460 

2 .463 1.000 .464 .667 

3 .217 .464 1.000 .311 

4 .460 667 .311 1.000 

Extraction Method: Principal Axis Factoring. 
Rotation Method: Promax with Kaiser Normalization. 

Figure 8.39: Factor Correlation Matrix of Promax PAF 

This matrix provides the correlations between the extracted factors. 

B.S Factors 
_______________________________ SociaiSafety ______________________________ _ 

First a review is given with the information, which follows from the extraction-methad in SPSS. 

Extraction Method: 
Scree Plot: 

PCA 
Factor 1: 

Factor 2: 
Factor 3: 
Factor 4: 

PAF 
Factor 1: 

Factor 2: 
Factor 3: 
Factor 4: 

4 factors remain 
2 factors remain 

Nice, Beautiful, Fragrant, Clean, Pleasant, Fair, Tasty, Kind, Happy, Rich, 
Healthy, Deep, Active, Bright, Furious. 

Valuable 

Nice, Beautiful, Fragrant, Clean, Pleasant, Fair, Tasty, Kind, Happy, Rich, 
Healthy, Deep, Active, Bright, Furious. 

Valuable 

In the analysis before rotation the PCA and PAF method both show the same results, which means the 
samevariables for the samefactor not the same loadings. 
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After rotation PCA: 
Varimax 
Factor 1: 
Factor 2: 
Factor 3: 
Factor 4: 

Fragrant, Pleasant, Kind, Rich, Bright. 
Nice, Clean, Fair, Healthy. 
Tasty, Deep, Active, Furious. 
Beautiful, Valuable, Happy. 

Promax Pattern Matrix 
Factor 1: Fragrant, Pleasant, Kind, Rich, Bright. 
Factor 2: Nice, Clean, Fair, Healthy. 
Factor 3: Tasty, Deep, Active, Furious. 
Factor 4: Beautiful, Valuable, Happy. 

Promax Structure Matrix 
Factor 1: Fragrant, Pleasant, Kind, Rich, Bright. 
Factor 2: Nice, Clean, Fair, Healthy. 
Factor 3: Tasty, Deep, Active, Furious. 
Factor 4: Beautiful, Valuable, Happy. 

After rotation PAF: 
Varimax 
Factor 1: 
Factor 2: 
Factor 3: 
Factor 4: 

Fragrant, Pleasant, Kind, Rich, Bright. 
Tasty, Deep, Active. 
Nice, Clean, Fair, Healthy. 
Beautiful, Valuable, Happy, Furious. 

Promax Pattern Matrix 
Factor 1: Fragrant, Pleasant, Kind, Rich, Bright. 
Factor 2: Tasty, Deep, Active. 
Factor 3: Nice, Clean, Fair, Healthy, 
Factor 4: Beautiful, Valuable, Happy, Funous. 

Promax Structure Matrix 
Factor 1: Pleasant, Kind, Rich, Bright. 
Factor 2: Tasty, Deep, Active, Furious. 
Factor 3: Nice, Fragran, Clean, Fair, Healthy. 
Factor 4: Beautiful, Valuable, Happy. 

'Furious' and 'Fragrant' are the only variables, which differ. In the PCA methad this variabie are in the 
same factor. In the PAF 'Furious' differs from factor 2 or 4 and 'Fragrant' farm factor 1 or 3. 

For this research the following factors with variables are taken. 

Total: 
Factors Variables 
Factor 1: Fragrant Pleasant Kind Rich Bright. 
Factor 2: Nice Clean Fair, Healthy. 
Factor 3: Tasty, Deep, Active, Furious. 
Factor 4 : Beautiful, Valuable, Happy. 

Table 8. 40: Factor partJtton 

For the factors the internal consistency are important. This can be measured by Cronbach's Alpha (a). 
The methad is based on the average inter-item correlation. 
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SPSS shows the following Cronbach's Alphas for the diverse factors (at least 3 variables must be 
included to calculate Cronbach's Alpha): 
Factor 1: 0.869 
Factor 2: 0.812 
Factor 3: 0.837 
Factor 4: 0.791 

Cronbach's Alpha in factor 4 with 'Furious': 0.849 ( +0,058) 
Cronbach's Alpha in factor 3 without 'Furious': 0.809 ( -0.028) 
Cronbach's Alpha in factor 2 with 'Fragrant': 0.849 ( +0.037) 
Cronbach's Alpha in factor 1 without 'Fragrant': 0.829 ( -0,04) 

Cronbach's Alpha ranges farm 0 to 1. The values from ~0.90 or bigger could have a problem. This 
value also depends on the amount of variables of the research. More than 20 variables could have a 
larger Cronbach's Alpha 12

. For this research with 16 variables this is no issue. 
The va lues farm < 0. 70 could a lso have problems. The best value is within 0.80 and 0.89 and the 
values between 0.70 and 0.79 are acceptable. 
'Furious' must be in factor 4 to generate the highest Cronbach's Alpha. Changing 'Fragrant' from factor 
1 to 2 does nat give a better Cronbach's Alpha. 

New table total: 
Factors Variables 
Factor 1 (a= 0.869): Fragrant Pleasant Kind Rich Bright. 
Factor 2 (a= 0.812): Nice Clean Fair Healthy. 
Factor 3 (a= 0.809): Tastv, Deep, Active 
Factor 4 (a= 0.849): Beautiful Valuable Happy, Furious. 

Table 8.41: Anal factor partJtJon 

Now the four factors are known. The factors need be labeled. Osgood (1967) took the EPA-structure. 
Three factors based on Evaluative, Potency and Activity. The research of Sytsma (2002) gives the next 
labels: Relevance, Credibility, Faith, Certainty and Durability. Table 8.42 gives the labels for the four 
factors of this research. 

Factors Labels 
Factor 1 Faith 
Factor 2 Tidiness 
Factor 3 Intense 
Factor 4 Potency 

Tab!e 8.42: Labels factors 
_______________ ,ldentity ________________ _ 

First a review is given with the information, which follows from the extraction-methad in SPSS. 

Extraction Methad: 
Scree Plot: 

PCA 
Factor 1: 

Factor 2: 
Factor 3: 
Factor 4: 

12 
Sytsma (2002) 

4 factors remain 
2 factors remain 

Nice, Beautiful, Rugged, Tasty, Happy, Successful, Fresh, Heavy, Strong, 
Powerful, Hard, Alive, Hot. 
Deep, Brave. 
Bright 
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PAF 
Factor 1: Nice, Beautiful, Rugged, Tasty, Happy, Successful, Fresh, Heavy, Strong, 

Powerful, Hard, Alive, Bright, Hot. 
Factor 2: Deep, Brave. 
Factor 3: 
Factor 4: 

In the analysis befare rotation the PCA and PAF methad bath show almast same results, which means 
the same variables for the same factor nat the same loadings. 

After rotatien PCA: 
Varimax 
Factor 1: 
Factor 2: 
Factor 3: 
Factor 4: 

Happy, Fresh, Hard, Alive. 
Nice, Beautiful, Tasty, Bright. 
Rugged, Heavy, Powerful. 
Successful, Strong, Deep, Brave, Hot. 

Promax Pattern Matrix 
Factor 1: Happy, Fresh, Hard, Alive. 
Factor 2: Nice, Beautiful, Tasty, Bright. 
Factor 3: Rugged, Heavy, Powerful, Deep. 
Factor 4: Successful, Strong, Brave, Hot. 

Promax Structure Matrix 
Factor 1: Happy, Fresh, Hard, Alive. 
Factor 2: Nice, Beautiful, Tasty, Bright. 
Factor 3: Rugged, Heavy, Powerful. 
Factor 4: Successful, Strong, Deep, Brave, Hot. 

After rotatien PAF: 
Varimax 
Factor 1: Nice, Beautiful, Tasty, Bright. 
Factor 2: 
Factor 3: 
Factor 4: 

Rugged, Happy, Fresh, Heavy, Powerful. 
Successful, Strong, Deep, Brave, Hot. 
Hard, Alive. 

Promax Pattem Matrix 
Factor 1: Nice, Beautiful, Tasty, Bright. 
Factor 2: Rugged, Happy, Fresh, Heavy, Powerful. 
Factor 3: Successful, Strong, Deep, Brave, Hot. 
Factor 4: Hard, Alive. 

Promax Strodure Matrix 
Factor 1: Nice, Beautiful, Tasty, Bright, Hot. 
Factor 2: Rugged, Happy, Fresh, Heavy, Powerful. 
Factor 3: Successful, Strong, Deep, Brave, 
Factor 4: Hard, Alive. 

'Deep', 'Happy', 'Fresh', and 'Hot' are the only variables, which differ. 

For this research the following factors with variables are taken. 
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Total: 
Factors Variables 
Factor 1: Nice Beautiful Tasty, Bright. 
Factor 2: Rugged, Heavy, Powerful. 
Factor 3: Successful StrongL Deep, Brave Hot. 
Factor 4: Happy, Fresh Hard Alive. . . 

Table 8.43: Factor partJtJon 

For the factors the internal consistency is important. This can be measured by Cronbach's Alpha (a). 
The methad is based on the average inter-item correlation. 

SPSS shows the following Cronbach's Alphas for the diverse factors (at least 3 variables must be 
included to calculate Cronbach's Alpha): 
Factor 1: 0.877 
Factor 2: 0.776 
Factor 3: 0.836 
Factor 4: 0.901 

Cronbach's Alpha in factor 1 with 'Hot': 0.860 (-0.017) 
Cronbach's Alpha in factor 3 without 'Hot': 0.814 ( +0,038) 
Cronbach's Alpha in factor 2 with 'Deep': 0.793 ( +0,017) 
Cronbach's Alpha in factor 3 without 'Deep': 0.805 ( -0,031) 
Cronbach's Alpha in factor 2 with 'Happy' and 'Fresh': 0.875 ( +0.099) 
Cronbach's Alpha in factor 4 without 'Happy' and 'Fresh': 0.858 ( -0.043) (Nat va lid; Pearson 
correlation: 0.883) 
Cronbach's Alpha in factor 2 with 'Happy': 0.839 ( +0.063) 
Cronbach's Alpha in factor 4 without 'Happy': 0.877 (-0.024) 
Cronbach's Alpha in factor 2 with 'Fresh': 0.817 ( +0.041) 
Cronbach's Alpha in factor 4 without 'Fresh': 0.854 ( -0.047) 

'Hot' must be in factor 1 to generate the highest Cronbach's Alpha. For 'Deep' the Cronbach's Alpha is 
better if the variabie stays in factor 3. 
If 'Happy' and 'Fresh' are removed from factor 4, two variables remain in factor 4, this is nat correct. 
That is why 'Happy' is put in factor 2 and 'Fresh' remains is factor 4. 

Factors Variables 
Factor 1 (a= 0.860): Nice Beautiful Ta~ Bright Hot. 
Factor 2 (a= 0.839): Happy, Rugged Heavy, Powerful. 
Factor 3 {a= 0.814): Successful Strong, Deep, Brave. 
Factor 4 (a= 0.877): Fresh Hard Alive. 

. . 
Table 8.44: Anal factor part1t10n 

Factors Labels 
Factor 1 Evaluative 
Factor 2 Sensitivity 
Factor 3 Poten_cy 
Factor 4 Credibility 

Table 8.45: Labels factors 
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8.6 Polarization13 

The factor scores for a concept constitute a complete description of an affective reaction in terms of 
the EPA dimensions. For some purposes one might nat want such detailed information but simply a 
general measure of the intensity of the affective response independent of its character. This kind of 
measure, the emotionality of the concept, is given by the polarization measure-the distance between 
the neutral point or origin of the SD three-dimensional space and the particular concept under 
consideration. If the neutral point of the scale was assigned a value of zero in the coding process, the 
factor scores also have their neutral point at zero and polarization is calculated simply by squaring the 
factor scores, adding, and taking the square root of the sum. 

______________________________ .SociaiSafety ____________________________ __ 

That is for Social Safety: 
P=v' e2+p2+a2 
where e, p, and a, are factor-score measurements of a given concept on the three dimensions. 

where f, t, i, and p are factor-score measurements of a given concept on the five dimensions. 

• Polarization: 2.064 
_______________________________ Identity ______________________________ __ 

That is for Identity: 
P=v' e2+p2+a2 
where e, p, and a, are factor-score measurements of a given concept on the three dimensions. 

For this research the formula is: P=v' e2+s2+p2+c2 

where e, s, p, and c are factor-score measurements of a given concept on the four dimensions. 

• Polarization: 1. 759 

8.7 Conclusions & Recommendations 
Condusion 

______________________________ SociaiSafety __________________________ _ 

Factors Variables FactorNames 
Factor 1: Foul - benevolent Faith (Vertrouwen) 

Unpleasant - Pleasant Mean: 3.25 
Cruel-Kind 
Rich- Poor 
Briqht - Dark 

Factor 2: Awful- Nice Tidiness (Netheid) 
Clean - Dirty Mean: 2.92 
Unfair - Fair 
Sick - Healthy_ 

Factor 3: Distasteful - Tasty Intense (Intens/Krachtig) 
Shallow - Deep Mean: 2.87 
Passive - Active 

Factor 4: Ugly - Beautiful Pontency (Potentie) 
Worthless - Valuable Mean: 2.69 
Sad - Happy 
Furious - Peaceful 

Tab/e 8. 44 Conc/uston Factor Ana/ysts - Soaal Safety 

The four factors farm the basis for theSemantic Differential Methad of Social Safety. 

13 
Summers G.F. D.R. (1970) 
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_______________________________ I.dentity ______________________________ __ 

Factors Variables FactorNames 
Factor 1: Nice- Awful Evaluative (Evaluatief) 

Beautiful - Ugly Mean: 3.06 
Tasty - Untasty 
Bright - Dark 
Hot- Cold 

Factor 2: Happy- Sad Sensitivity (Sensitief) 
Rugged - Delicate Mean: 3.27 
Heavy - Light 
Powerful - Powerless 

Factor 3: Successful - Unsuccessful Potency (Potentie) 
Strong - Weak Mean: 2.95 
Deep- Shallow 
Brave - Cowardly 

Factor 4 : Fresh - Stale Credibility (Geloofwaardig) 
Hard -Soft Mean: 3.23 
Alive- Dead 

Table 8.45 Conclustan Factor Ana/ysts - ldentity 

The four factors farm the basis for the Semantic Differential Methad of Identity. 

Recommendation 
• For further research more respondents must be used to fill in the list; 
• The total varianee is comprised of true varianee as well as varianee due error. PCA 

does filter out the error varianee from the true variance. Maybe it is better here to use 
only PAF. 
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Appendix C 

Social Safety 

Valuablel lworthless 

Poorl IRich 

Crueli I Kind 

Clean I IDirty 

Beautifull IUgly 
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Unpleasantl IPieasant 

Peacefull IFurious 

Awfuil I Nice 

Darkl IBright 

Healthyl I sick 

Fair I I Unfair 

Sadl I Happy 

Distastetuil ITasty 

Activel IPassive 

Fragrantl IFoul 
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Appendix D 

Identity 

Powerfulll IPowerless 

Stalel IFresh 

Ruggedl I Delicate 

Bravel lcowardly 

Coldl I Hot 

Brightl loark 

Strongl lweak 

Unsuccesfull lsuccesful 

Uglyl IBeautiful 

Happy I ISad 

Soft I I Hard 

Heavy I I Light 

Awfuil I Nice 

Distastefu 11 ITasty 

Deepl IShallow 

Alivel loead 
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Appendix E 

Interview protocol 

Master Thesis: Quality Assurance of the Built Environment 
Hetty van der Pennen 

Part 1: Introduetion 

Introduction: 
• Introduetion interviewer and target interview; 
• After theoretica! research now more practical information; 
• Interview of all stakeholders in a in-town large-scale-development; 
• Available time; 
• Confidential, anonymous result process; 
• Target of the research. 

Problem: 
• Relative short life cycle of projects; 
• 'Quality' is an unambiguous term; 
• That makes it hard to make this term discussable; 
• People need to have the same perception of 'quality' befare having a discussion about a plan; 
• The development- and management phase needs tobetaken into account and the relation to 

'quality', to get more insight in the most important moments of the process; 
• Local government as principal and designer master plan, developer will be involved in a later 

stadium. 

Goal: 
Develop a tooi, focused on the centre of medium-sized cities, which makes clear and verifies the term 
quality and guarantee the quality of an area over a langer period during the life cycle processof the 
area, from the point of view of the local government and users. 

Composition interview: 
1. Introduction: 10 minutes 
2. Semantic Differential Method: 10 minutes 
3. 'Quality': 35 minutes 
4. Statements: 5 minutes 
5. Discussions: 5 minutes 

Information respondent: 
• Name: 
• Function: 
• Responsibilities: 
• Education/background: 
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Part 2: Semantic Differential Method 

Part 2a: Semantic Differential Method- Social Safety 
Semantic Differential Method -Abstract 
• Ask stakeholder to fill in the list with 16 variables about 'Social Safety', without any 

background information. 

Part 2b: Semantic Differential Method - Identity 
Semantic Differentia/ Method -Abstract 
• Ask stakeholder to fill in the list with 16 variables about 'Identity', without any background 

information. 

Part 3a: 'Quality' 
• What is the first thing you get in mind by thinking about 'Quality' in the built environment? 
• What do you think in common about the 'quality' of the large-scale-development projects? 

o Scale farm 1-10? 
o Explain ... 

Part 3b: Process 
• In which part of the development process are you involved: 

o Initiative; 
o Plan Development; 
o Realization; 
o Rental & Sales; 
o Exploitation & Management. 

• What is the main target of your participation in a large-scale-development project? 
• When is a project for you successful? 
• Is 'Quality' an important part of the success for you? 
• In which part of the process you are dealing with 'Quality' now? 

o Initiative; 
o Plan Development; 
o Realization; 
o Rental & Sales; 
o Exploitation & Management; 
o None. 

• What is your role now in the development process related to 'Quality'? 
• In which phases of the development phase and/or management phase do you want to be 

involved? 
o Initiative; 
o Plan Development; 
o Realization; 
o Rental & Sales; 
o Exploitation & Management; 
o None. 

• In which phases of the development process it is important for you? 
o Initiative; 
o Plan Development; 
o Realization; 
o Rental & Sales; 
o Exploitation & Management. 

• Do you feel responsible for the 'Quality' of a project in which you are involved? 
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• Do you show willingness to spend moreenergyin a project to get a higher 'Quality-level'? 

Part 3c: Relation stakeholders 
• Does the balance between the stakeholders influence the 'Quality' of a project? 
• Which stakeholders have more influence on the 'Quality' than others? 
• Should one of the stakeholders need to get the guiding role in the 'Quality' thinking during a 

project? 
o Yes/No, who? 

Part 3d: Local Government 
• What is your apinion about the role of the local government in the 'Quality' thinking? 
• Do you think the local government needs to fulfill a more or less prominent role in the 

'Quality-thinking'? 
• If the local government aims for more quality, are you willing to spend more time/energy on 

this issue? 
• Does the governmental policy/regulations influence the 'Quality' during the development 

process? 
o Yes/No? 
o Positive/Negative? 

Part 3e: Risks 
• What kind of risks do you take during the project? 
• In which part(s) of the development process do these risks take place? 

o Initiative; 
o Obtaining location; 
o Plan Development; 
o Realization; 
o Rental & Sales; 
o Exploitation & Management; 

• Do these risks influence the 'quality-level'; 
• Yes/No? 
• Positive/Negative? 

Part 3f: Decision-making moments 
• What are important decision-making moments related to 'quality'? 
• In which parts of the development process do these moments take place? 

o Initiative; 
o Plan Development; 
o Realization ; 
o Rental & Sales; 
o Exploitation & Management; 

• Do you have an important role during these decisions? 
• Is 'time' for you an important factor, for making decisions about 'quality'? 

o Do these decisions influence the 'Quality? 
• Is 'money' for you an important factor, for making decisions about 'quality'? 

o Do these decisions influence the 'Quality? 

Part 3g: Future 
• Do you think, during a project, about the 'Quality-level' in the future? 
• Do you have a standard future vision (years)? 
• Do you show willingness to get a high 'Quality-level' for the future? 
• Do you involve the management of the project during the development phase? 
• Is the 'quality' of the plan in the future important for you? 
• What are the consequences for you if the project does not reach the expected 'quality-level'? 
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Part 3h: Practice 
• Is 'Quality' explicit mentioned in one of the projects in which you were involved? 

o What was the subject of the discussion? 
o What was you role? 
o Tagether with which other stakeholders are you talking about 'Quality' in the process? 

• Did you have some discussions in a project about 'Quality' or the 'Quality-level'? 
o What was the subject of the discussion? 
o What was your role in that discussion? 

• Is the discussion dealing about the meaning, implementation or feelings of 'Quality' or 
something else? 

• Are there any misunderstandings about 'Quality' during a discussion? 
o What kind of misunderstandings? 

• Did the project, in which you were involved, fix a camman vision/target about 'Quality' 
beforehand? 

o Can you give some examples? 
o Are these for specific parts of the projector for the total result of the project? 

• Does the camman vision/target result in a better achievement of the project at the end? 

Part 3i: Final 
• What do you think in camman about how the project-group deals with 'Quality'? 

o Are there things you want to change? 
• Do you think the total process could be improved by using a way to make 'Quality' clear? 
• Do you think the total process cauld be improved by using a way to make 'Quality' 

discussable? 

Part 4: Statements 

'Quality-thinking' needs to get a more important role in the development process. 
o Totally agree 
o Agree 
o Neutral/Na apinion 
o Disagree 
o Totally disagree 

The project group needs to spend more energy on the 'Quality-thinking'. 
o Totally agree 
o Agree 
o Neutral/Na apinion 
o Disagree 
o Totally disagree 

'Quality' is only based on personal experiences. 
o Totally agree 
o Agree 
o Neutral/Na apinion 
o Disagree 
o Totally disagree 

'Quality-thinking' will lead, in common, to a langer life-cycle of a project. 
o Totally agree 
o Agree 
o Neutral/Na apinion 
o Disagree 
o Totally disagree 
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'Quality-thinking' is also important in the management phase. 
o Totally agree 
o Agree 
o Neutral/Na apinion 
o Disagree 
o Totally disagree 

Part 5: Discussions 
Recommendations: 

• Are there any aspects I didn't mention and you wanttothem to introduce? 
• 
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Appendix F 

F Using the Semantic Differential Method 
The way of using the Semantic Differential Methad is used in chapter 6. To come to a good model and 
to use it in a practical situation has some difficulties. 
These difficulties are about the way of using the methad and the reaction of the respondents. 
The first time the model has been showed to some respondents, they had to fill in the abstract list 
and they had to fill in a list, based on a picture. This was a color picture of the city center of Sint
Michielsgestel. The results show no difference between the list of the abstract and the list of the 
picture. The difficulties also have to do with the way of showing the picture of the city center. You 
could do it with a top view, some pictures of a streetview, black/white picture etc. All these diverse 
pictures will get another result of the semantic differential methad and they are all about the same 
city center. 
It is hard for people to interpret a plan on a piece of paper, especially when they need to fill in a list, 
based on their experience of that plan. This was tried befare in this research but there cannot be 
noticed a valuable difference between the common listand the list based on an urban plan, showed 
on a piece of paper. 
That is why a practical analysis is done in the city centre of Nieuwegein. 

F.l Analysis of city center of Nieuwegein 
Nieuwegein is chosen because there are plans for a redevelopment of the city center and people don't 
give the current city center a good review. This apinion is based on articles in newspapers and articles 
on the internet, see examples below. 

• Cityplaza has not corresponded with the wishes of the consumers for a long time 
now. People trom Nieuwegein take their cars en masse searching for ether 
shopping centers/ 

• Simultaneously the outside of CityPlaza will be transformed sa the environment of 
the shopping center will also be more attractive, for residents as well as for 
visitors. 3 

The people who walked around in the center of Nieuwegein were asked to fill in two lists. One list as 
abstract and one based on the perception/feelings of the center of Nieuwegein. In the results, only 
the list based on the perception of the people is used, because the abstract was too much based on 
the feelings of the center. This can be concluded from my own observations by filling in the farms in 
the center. It was hard for people to fill in the farms, especially based on nothing. 1t was easier to fill 
inthefarm basedon the area where they were. 
The respondents, who fill in the abstract list, only got the order to fill in the list without thinking too 
much but it has to be based on the first thoughts they get in mind, based on the built environment. 

The circumstances of the research have a large impact on the results. The weather, date and time of 
the day are some aspects that might influence the results. 

Background InFormation Nieuwegein City Plaza 
Dav Thursday 
Date July 20t11 2006 
Time 12pm- Spm 
Weather Hot and sweaty 32 deqrees Celsius 
Table F.l Background mformatton study Nteuwegem 

1 
http://winkelzaken.blogspot.com/2006/07/sensation-shopping-in-cityp!aza.html (August 15th 2006) 

2 
http.jjwww.nieuwsbank.nf/inpj1999/06/0617F077.htm (August 16th 2006) 
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F.1.1 Results- Social Safety 

Table: F.2: Results Socia/ Safety- Nieuwegein: Adjectives 

Table: F.J: Results Social Safety- Nieuwegein: Factors 

The factors in table F.3 cantain the corresponding adjectives, from the same color, from table F.2. In 
table F.4 two lines are given, one shows the camman list (green) and one shows the list, based on the 
city center of Nieuwegein. These are put besides each other so the results can be noticed in one 
glance. 
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Happy 
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Worthless 

Poor 

Cru el 

I 
I 

Dirty 

Ugly 

Shallow 

Unpleasant 

Furious 

Awful 

Dark 

Sick 

Unfair 

Sad 

Distastefu I 

Passive 

Foul 

.._.Common 

Nieuwegein - City Plaza 

Table: F. 4: Results Socia/ Safety- Nieuwegein 

A quick scan of the results in the tables F.2 and F.3 shows the negative perception of the city center 
of 1\lieuwegein based on 'Social Safety'. None of the aspects are clearly defined as positive. This 
means more positive than the results of the camman list. The factors 3 and 4 are almast one scale 
more negative than the camman list. But they are still on the 'good' side of the scale, less than 4. But 
the results make clear that the factors 'Intense' and 'Potency' are reviewed in a negative way. What 
can be concluded from these results? 
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The results are based on the perception of the users. It is about their feelings. This means that they 
give their apinion that is nat only based on the buildings and public spaces but also on the aspects 
that are directly related to the built environment. But it is important to see that people's feelings are 
also based on the observations of their organs of sense. People don't only see their environment but 
they also feel, smell and hear the environment. The factor 'Intense' is negatively observed, so a 
condusion could be that people don't have a good relation with the other people or there are just a 
few people present in the city center. These could be reasans that the users don't feel safe in the 
area. But these results are indeed dependant on the time and day of the week. 
The other factor 'Potency' is based on the way people look at the chances of the city center, based on 
'Social Safety'. The difference between the camman listsis 0.88. From these results can be concluded 
that people don't feel the city center is successful. This can be related to the feelings of 'Social Safety'. 
If people don't feel comfortable in a city center because they think it doesn't have opportunities, could 
this lead to unsafe feelings. 

The user-groups can be split up in five groups mentioned in chapter 5. For this research nat enough 
respondents filled in the farm so the results are nat reliable. A review is given in the table below, but 
the results need to be analyzed with care. 

ë :2 Q) :2 "' - ë Cll 
VI ::J >- * 0'1 :0 

~ "' ..... 
fi Q) ~ ~ "' c Q) Q) :2 Qj 0. u -t: 19 .<!: .2 ê5 2 "' "' Q) ëi. "' "' ... "0 0> ~ 

~ 0 ~ Q) Q) c Q) ~ "' Q) ïü "' .!!:! ~ ~ a. u u CD 0 ::J a. 0 I LL (f) 0 LL q: 

Common 2,00 368 2,50 3,23 323 3,23 2,32 3,32 295 3,55 3, 14 300 2,73 291 323 245 297 
The visitors/customers 4,09 3,73 3 3,64 4 3,91 2,55 3,27 2 82 3 3,64 3,09 3,09 4 3,18 3,27 3,39 
Every day users 3,43 3,86 3,57 4,71 4,29 5,43 3,86 4,29 4,29 4,43 3 3,14 4,29 3,14 3,71 3,86 3,96 
The recreational visitors 3 67 3,5 2,33 3,5 4,17 5 33 3,17 3 33 317 2 83 3 3,67 24 3 4 33 3 33 3,42 
The passers-by 
The visitors to events 
Unknown 
Tab/e: F.5: Resu!ts 5oaa/ Safety- dwerse user-groups 

In general the every day users have the most negative approach to 'Social Safety'. Their perception is 
the most negative for 11 of the 16 adjectives and also the average for 'Social Safety'. 

F.1.2 Results- Identity 

Tab/e: F. 6: Resu!ts Identity- Nieuwegein: Adjectives 

Tab/e: F.7: Resu!ts Identity - Nieuwegein: Factors 

The factors in table F. 7 contain the corresponding adjectives, from the sa me color, from table F.6. 
In table F.8 two lines are given, one shows the camman list (green) and one shows the list, basedon 
the city center of Nieuwegein. These are put besides each other so the results can be noticed in one 
glance. 
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Table: F.8: Results Identity- Nieuwegein 

From table F.B, two adjectives are experienced as positive; bright and light. Although factor 1: 
Evaluative, which contains the adjective bright, is still negatively perceived by the users. The other 
adjectives hot, beautiful, nice and tasty are noticed as negative, this results in a negative opinion 
about this factor. This means that the apinion of the users to identity is negative. The looks of the city 
center don't fulfill the desires of the users. 
Factor 2: Sensitive, shows also a negative perception. The users show that the identity of the city 
center is fragile. Normally the identity of a city center needs to be strong to differ them from other 
city centers. It is a kind of marketing issue. 
Factor 3: Potency also resulted in a negative perception. The city center is superficial and has nota 
clear identity. According to the users this city center cannot have a long life because this aspect is 
experienced as negative. 

From the Semantic Differential Method can be concluded that the perception of the users is not 
positively related to the common lists a bout 'Identity'. 
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0 :J ~ ë5 ·;:: c Cl ltS 0 Q) Q) ::. 
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Common 2 71 309 336 318 373 3 41 286 257 282 309 373 386 286 250 314 281 3 11 
The visitors/customers 4,29 3,43 4,00 4 62 4 64 3,14 3,931 3,79 4,07 3,79 4,00 3,00 4,00 4,21 4,86 3,57 3 96 
Every_ dav users 3,33 2,67 3,67 3,33 3,00 3,00 2,67 2,33 3,33 3,33 4,67 4,33 3,33 3,67 3,67 3,00 3,33 
The recreationat vlsitors 4,33 4,00 4,33 4,00 4,33 4,00 4,67 4,00 3,33 4,33 3,00 4,00 4,33 5,00 4,67 3,00 4,08 
The passers-by I 
The visitors to events I 

Unknown 

Table: F.9: Results Identity- dwerse user-groups 

One of the aspects, which can figured out the table is that in common, the every day users are less 
negative about identity of the city center than the other user-groups. 

The average of the common lists for 'Social Safety' and 'Identity' are comparable, 2.97 and 3.11. For 
'Social Safety' the every day users are the most positive, the recreational visitors are the most positive 
about ' Identity'. Although the results must be analyzed with care and the differences are very small, 
this observation is not strange. The perception of 'Social Safety' is more related to time and different 
situations. The every day users are present in the city center during summer, winter, mornings, 
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evenings, rainy days, sunny days etc. Their perception could be based on the situation since they 
work or live in that area. For the other groups this is different, especially for the recreational visitors, 
whohave visited the center maybe one or two times. 
'Identity' needs to be approached in a different way. People could have a good perception of a city 
center by walking through it and observing it for a short time. The visitors give their apinion only 
based on the first impression of the city center. The every day users will influence their feelings also 
on the people who are present and the activities in the center during a year. 

F.2 Difference between stakeholders 
The analysis of Nieuwegein was only done for the users of this area, mostly the people who were 
shopping that day. 
But for this research the issue was to get clear what the difference in perception is of the actars about 
a plan. So only professionals filled in the camman list, the users are nat implemented in this part of 
the research. These professionals were asked to fill in their perception of 'Identity' and 'Social Safety'. 

h I bi b I T e resu ts are put in ta es eow. 
Factors - ldentity 1 ~ ~ ~ 
f4 verage - Standard Deviation 4,75 13,45 13,43 3,81 

Local Authority 5 50 0,53 ~.75 0,21 2,63 0,57 3,50 0,22 

Users 4,77 0,02 ~.54 b,06 ~,49 0,04 3,87 0,05 

Housing Association 4,80 0,04 13,63 0,12 13,63 0 14 3 50 0,22 

Designers 4,80 b.04 ~.5o 0 04 13.13 0,22 13,67 Q,10 

Developers 4,60 0,11 ~,33 0 08 3 63 0,14 3,94 0,10 

Project-Process Manager 4,74 0,01 ~. 11 0,24 3 32 0,08 3,67 0,10 
Table F.JO Results- Jdentity 

Factors - Social Safety 1 ~ G ~ 
Average - Standard Deviation 4,72 13,13 2,87 3,30 

Local Authority 4,90 0 13 ~,25 0,09 ~,33 0,33 2 88 0,30 

Users 4,80 0,06 ~,08 0,03 2 68 0,13 3,38 0,06 

Housing Association 4,20 0,37 2 88 0 18 2 67 0 14 3 00 0,21 

Designers 5 00 0,20 13,00 0,09 2,50 0,26 2 88 b,30 

Developers 4,53 lo,13 ~.33 0,15 ~.11 lo,17 13,33 ~02 
Project-Process Manager 4,63 0 06 ~,07 0,04 ~,29 0,30 ~,39 0 07 
Table F.ll Results -SoCial Safety 

These two tables are the differences between the six actor groups and the average of all these actors. 
The actor, investor, is nat mentioned because there are no responses from this group. 
The results show no significant differences of the perceptions, nat for the aspect 'Identity' and nat for 
the aspect 'Social Safety'. 
To get a better understanding of the results the D-score is used. The meaning of D-score is explained 
in appendix G. 
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Local Authority ~ 1,21 0,70 0,91 1,48 1,22 -

Users ~- 0,41 Q,42 0,98 Q_,50 -
Housing Association ~ 0,54 1,11 0,63 -
Designers ~ 1,19 0,44 -
Developers .I ~ 0,49 
Project-Process Manager 

. 
j K 

lnvestor IX 
Table F.12 D-score -Identtty 

Table F.12 shows a bigger difference between the perception of the aspect 'Identity' between the 
Local Authority and Users, the Local Authority and the Project- Process Managers and the Developers 
and the other actors. 
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-

ÎJ ~· 0,84 2,10 0,87 -
Designers A-- k 2,06 1,01 -

Developers J 
' . _._ ~ ~ . 0,33 : -

Project-Process Manager I ~ 
-

J .... ·I lC: -

Jnvestor ."1=.~ I 

~-·-
Table F.l3 D-score -Soctal Safety 

Table F.13 shows a bigger difference between the perception of the aspect 'Social Safety' between the 
Developers and the Users, Housing Association and Designers. There is also a difference between the 
Designers and Project- Process Managers. 

Especially the differences more than 2 can be seen as significant differences. But these results need to 
be taken with great care. The first point is that the respondents are not equally separated over the 
actor groups and the responses are low for some actor groups. 
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Actors Amount of respondents 
Local Government 4 
Investor 0 
Developer 9 
Social Housinq Corporation 5 
Designer Stakeholders 7 
Project- I Process Manager 7 
Users 21 
Table F.14: Responses 

But another point is more important. The condusion cannot be found in the results but it is based on 
the comments of the acters while filling in these forms. For some people it is hard to fill in this form 
without having a reference. Some people are open for these researches but ether cannot fill in this list 
without referring to their own living area or the area in which they fill in the list. That is why the 
results are not usabie and the conclusions are not reliable. 
The semantic differential method is used again by showing the respondents four movies. The results 
are given in chapter 7. 
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Appendix G 

D-score1 

For this research one would like to have a measure of the combined differences on all four factors - a 
summary measure of the total difference in affective reactions. D-scores have come to serve this 
purpose in Semantic Differential research. They represent the distance between two sets of Semantic 
Differential measurements when both are plotled as points in the three-dimensional Semantic 
Differential space. The formula for calculating D-scores is as follows: let f1, t1, i1, p1,

2 be the factor score 
for group 1 (for example developers); f2, t2, i2, p2, the measurements for group 2 (for example 
investors). The formula for 'Social Safety' is: 
D=v' (fd2/+(tl-t2)2+(il-i2/+(PcP2)2 

The formula for 'Identity' is:3 

D=v' ( el-e2)2+(sl-s2)2+(pl-P2)2+( cl-c2)2 

Example: 
The average factor scores for the concepts HOME, OFFICE, and WORK were drawn from 
Heise (1965) and entered into the formula forD. It was found that the distance between 
HOME and WORKis about 3.8 units while the distance between OFFICE and WORK is 0.8 
units. Thus, the affective reaction to WORK is more similar to that for OFFICE than to that 
for HOME. 

1 
Summers, G.F.D.R. {1970) 

2 
The tour factors of Social Safety: f= faith, t=tidines~ i=intense, p=potency (Chapter 6) 

3 The tour factors of Identity: e= evaluative, s=sensitive, p=potency, c=credibi/ity (Chapter 6) 
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Appendix H 

Internet site: 

Semantlc 
DifferenUal 
Technique 

- · Qunllty7 

http/ /www .student.tue. nl/m/h.j. t. v.d.pennen 

Quality Assurance in the Built Environment; 
"Quallty ... I"'U know whal il/5, )I!! I JNU don 'I /mow what/1 k" 1 -. 

Qu lity Assurance In the Built Environment 

D nng the last years diverse areas h~ve been rede eloped 
whtd 1 h.:~ve be.::n constructed 20 years ago and sametimes 
reconstructed 5 years gu 
The reasar for the rede.."elopment of urban areas ts often 
desc.r lb.zd as he decreaslng qual l v-level of rhe bui lt 
environment. In artldes books 1311d other stuaies the word 
'qualtty' Is also use•j but he def1nition of tr.e word Is not 
dear 

lh:! aclurs lrwolveu In I rge-scale-developments dldn'l have a 
simtlar ntJtlon or efinlllon f lhls word 
These different perceptlans of 'quallty' can be a probrem 
durlng the p lanntng process to come to a total design. 
Bes ides that different views on the fu ure are another 
important point of a ten Ion 

TI1e goal of thls research Is lo evelop a looi, whlch makes 
clear the quallty of the burl envlror1ment onu which can be 
used a; dlscusslon document in h.: lniti<>tory phase of the 
olannlng process. The target of the tooi I to show the 

lfferent actors the surplus value of lool<ing at he quall ty
levei of a project In the beglnnlnt;J ph se of a tjevelopment 
:Jno to look at the future, o make it easler o come tü an 
a•;Jr.eement abou the quallty-level of the design. 
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Appendix I 

Results Movie 2 (Heerlen) 

0-score - Identity 

0-score - Social Safety 

Investor 
Table l2: D-score results 'Social Safety'- movie 2 

Factor 1 

Factor 2 

Factor 3 

Factor 4 

1 2 7 

Factor 1 

Factor 2 

Factor 3 

Factor 4 

l-----t------t--M~ie~Hi8 .... '_fe_ty_=j___"l.....,.._ ........ .....,.. _ ___. 

1 2 3 4 5 6 7 

• • 

Users 

Designers 

Developer 

Project-/ Process Manager 

Figure 1.1: Semantic Differential Methad results - movie 2 
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Results Movie 3 (Weert) 

D-score - Identity 

D-score - Social Safety 

Movie 3 - Identity 
Factor 1 

I m Factor 2 

Factor 3 

Factor 4 

1 2 3 4 5 6 7 

Movie 3 - Social Safety 
Factor 1 

I rt: I Factor 2 

Factor 3 

Factor 4 

1 2 3 4 5 6 7 

Users 

Designers 

Developer ... Project-/ Process Manager 

Figure 1.2: Semantic Differential Methad results - movie 3 
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Results Movie 4 (Roermond) 

D-score - Identity 

Table 1.1: D-score results 'Identity'- movie 4 

D-score - Social Safety 

Movie 4 - Identity 
Factor 1 

Factor 2 

Factor 3 

Factor 4 

Factor 1 

Factor 2 

Factor 3 

Factor 4 

1 2 

• • 

3 

Users 

Designers 

~ 
4 

Project-/ Process Manager 

Figure !.3: Semantic Differential Methad - movie 4 
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Appendix l 

Respondents 

Stakeholders Respondents 
Local Authority • IV1rs. van Doorn, Sint-Michielsgestel 

• Mr. van Doesburg, Veenendaal 

• IV1r. Roodenburg & IV1r. Huizing Nieuwegein 
Investor • Mr. Krijger, Amvest 
Developer • Mr. Slooten, Artica Vastgoedontwikkeling 

• Mr. van Brakel, Heymans Vastgoedontwikkeling 

• Mr. Wortman, BAM Vastgoedontwikkeling 

• IV1r. Jonker, Kristal 1\I.V . 
Housing Association • Mrs. Ghijsen, Het Woonbedrijf 

• Mr. van Hekken, De Seyster Veste 

• Mr. Acharki, Mitros Wonen Nieuwegein 
Designer Stakeholders • Mr. Bijhouwer, Quadrat 

• Mr. Gemzoe, Gehl Architects & Urban Design, School of 
Architecture Royal Danish Academy of fine arts 

Project- I Process IV1anager • IV1r. van der Zwan, PlanTerra 

• Mrs. Kuppens, DHV 
• IV1r. Bronda, Fund'm 

CaseStudy • Mr. Mur, Draaijer & Partners BV 

• Mrs. van Bohemen TCN Property Projects 
Other • Mrs. Winters, Winters & Co 

• Mrs. Westermark, Gehl Architects 
• Mrs. Segers Twee Snoeken 

Draaijer & Partners BV • Mr. Camphuijsen 

• IV1r. Heliinga 
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Appendix K 

Points of attention from interviews 1 

1. Quality - Content 
• Quality level is part of every phase of the process, the choice of contractor and in the contract 

of the Association of Owners 
• More guidelines for building-aesthetics-committee to test the plans 
• Region coordinator within the local government who has an overall vision of all projectsof the 

local government or more 
• Long duration of procedures 
• People think in solutions in an early stage and that results in drawings toa early 
• Organization 
• Time - sensitivity of projects for trends 
• On urban development level the actor forgets a step, they only look at details 
• It is good to have a committee that monitors the quality 
• You need to make a choice for sustainable building or nat. Timely building refers to the 

modern building style. This style has less chance to reach the requirements over a langer time 
• Keeping high quality-ambitions during the process is only possible if there are ambitious 

people involved 
• First part of development process is focused on quantitative aspects, after that the qualitative 

part 
• All actars have a different quality approach. They use quality aspects but these are different 

and interpreted in a different way 
• It is nat necessary to implement quality in a process, the aspects will be mentioned when 

necessary 

2. Process 
• Image-Quality-plans didn't say anything, toa much detailed 
• Building-aesthetics-committee could play an important role but in another way than it 

happens right now. Now it is hard to figure out why plans are validated and when nat 
• The quality aspects, which are mentioned during the process, are based on observations of 

habitants and association 
• More attention for the environment, the existing structure and raster 
• Pay attention to the result that must be one integral plan, so all parts are related to other 

parts. By using the same materials e.g. 
• On urban development level, the actars forget a step. They only look at details 
• Set up quality ambitions i.e. 1 till 4. Level 1 and 2, no attention, level 3 and 4 pay attention 

for the quality aspects 
• Structure of Requirement is the starting point; this needs to be described exhaustively, i.e. by 

using checklist 
• A total Structure of Requirement for all actars involved 
• Describe ambition very clearly, so the quality described in documents can be verified in the 

plan 
• Important attention for social cohesion 
• Good Quality results in sustainability, modern is temporary 
• Fix quality by using references 
• Only fix quality ambitions with references, quality is about images 
• A supervision committee is useful, members are architects, urban developers, aldermen etc. 
• Quality is fixed in the beginning of the process 
• PPS is a good way to work with the different actars and it is positive for the quality 

1 
These are notall the comments trom the interviews but this is a review 
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• A list with aspects is good to prevent troubles in the end of a project 
• The guidelines are nat strict and there is nat freedom 

3. Difference actors 
• Taking care of management in planning 
• Involvement of people from quarter: If there is no involvement people don't feel involved in 

the final result 
• No clarity to the users can result in bad situations. Users didn't like the redevelopment and 

they think it is a bad plan befarehand 
• See what you promised: Implement promises in plan 
• If you only listen to users you need to take into account that they only think a bout themselves 
• Habitants need to have trust in an area in which they live 
• Quality is realized if you fulfill the expectation, so habitants fix the quality 
• Comprehensive approach: police, fire departments etc 

4. Comprehensive approach - Users 
• Local government are toa much focused on casts, the quality is under pressure 
• Local government doesn't see the projectsas a whole, there is no overall vision 
• Local government doesn't fix the desired ideas clear, some aspects are nat discussed 
• The way people deal with each other 
• Government is a risk factor; there are no clear requirements 
• There is a gap between the actors, in the beginning of the development process, whoare 

involved with the ideas and the process, and the actars whoare focused on the 
implementation of the plans, the technica! part 

• The actars need to know each others values 
• Communication 
• Difference in moments for local government, the project plans and the steps of the urban 

developers 
• Projects are more sensitive for trends but the long term vision is also important 
• The police and fire department need to be involved in the development process 
• It is more and more important to involve the users in the process. It is important to have clear 

how to involve them and what you want to reach 

5. Remaining 
• Quality is strongly dependant of money 
• Remain long term vision 
• The management of public spaces will be a responsibility of the private actars in the future 
• Using city center vision is important 
• The tooi is a good methad for architects, they know what they have to do 
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Appendix L 

Analyses 
One of the problems of a large-scale-development is the attention during the process of the different 
scale-levels of a project, see chapter 8. Therefore an exhaustive analysis needs to be done of the city 
center. A SWOT-analysis1 is one of the possibilities to get the desired information. In this analysis all 
scale-levels, see tigure 9.1, need to be analyzed to be sure all aspects, which form a strength, 
weakness, opportunity or threat, for the city center are mentioned. The first scale-level focuses on the 
differences of the city and the cities in the environment. 2 Th is is based on city branding. 3 What is it 
that makes the city different from others? 
The following scale-level focuses on the relation between the city and the city center. What is the 
history of the city and what grid and structure is used in the other areas of the city? The integration of 
the city center and the areas around are emphasized. 
The third scale-level focuses on the relations within the city center. In this part the synchronization of 
the fundions is emphasized. What is the best arrangement of the fundions and the public areas 
within the city center and how are these relations and spaces designed? 

The fourth level focuses on the different parts of the city center. In this level the plinth of the 
buildings and the opening up of the different parts of the center get the most attention. The ideas 
about the details are also discussed, what style characterizes the separated parts of the center? 

Relation d X to ether cities 

Relation dty to dty center 

Relation of functions withln dty center[IJ . - ... 

Buildln Level 

Figure L.l: Analyses of different scale levels 

The last scale-level is focused on the 
buildings and public spaces on a more 

p = Quality detailed level, i.e. the surface, furnishing, 
partitions etc. 

p = Quality 

P = Quality 

p = Quality 

p = Quality 

The first scale-level could already have been 
analyzed by the local authority and is 
written down in the structure plan. It is 
about the strategy of the city. The local 
authority needs to know their position as 
city in the networkof the surrounding cities. 
From the second level till the fifth level the 
private are involved. Notall scale-levels will 
be analyzed in the first part of the process. 
But it is important to check that all levels 
are observed during the process. 

The points of attention from the diverse 
scale-levels must be translated in quality 
aspects. These aspects are added in the 
existing list with quality aspects, from 
chapter 9. All aspects tagether form a 
checklist that is described in chapter 9. The 
analyses described in this appendix are 
separated from the tooi from chapter 9, but 
it is a must to do the analyses on all scale 
levels to enlarge the checklist and take into 
account the quality of the city. 

1 
Analysis basedon the internat strengths and weaknesses and external opportunities and threats 

2 This scale-level could a/ready have been analyzed in the structure plan by the local authority. 
3 

City branding focuses on the fu/1 width of developing and exploiting the governmental brand with as core business the urban 
brand identity. From this vision, the policy must be in the samedirection of this brand identity. (www.gototalbranding.nf) 
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Appendix M 

52 
53 
54 

Description Quality-aspects 
Part 1 

relation between the diverse fundions and the convenience to reach the fundions within the center 

proportion build/not build space of the center 

right approach to the city center while taking into account the physical appearances ol the center 

can reach the city in an efficient way by food 

can reach the city in an efficient way by bike 

can reach the city in an efficient way by car 

can reach the city in an effident way by train 

can reach the city in an effident way by bus 

~~5~.!!!...~~~~~~----------l"u''""''ern space lor toading and unloading the shops 
possibility to visit a bar, restaurant or other catering facility during the day and evening 

possibility to visit a bar, restaurant or other catering facility by night 

~~~~~~~~~-----------~Sullfic,rent possibilities to choose lor diverse shopping types 

entrance of the shops are clear and identifiable 

shops are opened up in a efficient way and ar easy to enter 

pubtic spaces are used on the right way by the users 

ient amount of shops 

the city center are diverse kinds of employees 

the city center are diverse kinds of offices and companies 

are suHicient places lo park cars 

are suHicient places to park bikes 

center is safe lor all users in traHic 

presence of an underground parking 

way diverse functions are combined within one area 

opinion of the user about the image of a city center 

way the parking facitties are dimensioned and decorated 

opinion of the user whether or nol the city center is anractive to people 

way the city center is able to deal with the possible extension of functions 

way the city center is able to deal wilh the future trends and developments and the possibilities to adapt the center 

way the pubtic spaces are furnished is anractive 

users are able to find their way in the city center and are able to participate 

composition of the runelions of the city that results in cohesion within the center 

possibility for disabled people to reach and enter the city center 

amount of burglaries taking place in the city center 

presence of a place where younger people could meet 

people bring trouble and inconvenience in the city center 

people bring trouble and inconvenience in the city center 

city center has suHicient possibilties lor an individual person to prosper 

distribution of the diverse target groups over the center is effective 

furnishing of pubtic space deals with the safety of people 

furnishing of pubtic spaces is done in an efficient way 

city center contains citizens with diverse backgrounds 

actors and/or the local authority listen to the users of the city center 

1!2~~~~~~~~------------lSutlfiCiient social lacilicities, like library 

1!2~~::..!~~~~~~-----------JSu·~icient medica! facitties 

facitties of the city center deal with the intergration of the users 

In the city center a play ground lor children is available 

IP;:;.:;;;:~;;;~;i:;:;::;i;:;,:-;;;-~:;;--------i,n the city center enough facilities lor older people are available 

~~~------------------------~ 

pubticspace is implemenled in an efficient way, so people are content using it 

design of the pubtic space is in accordance with the environment 

center contains diverse types of houses trom apartments to family houses 

residents have I roubie with the visitors of the center 

users of the city center have trouble with the presence of cars 

is no or less criminality in the city center 

diverse users have enough possibilities in the city center to meet eachother 



Descri ption Qua I ity-aspects 
Part 2 

I users have the same possibilities and facilities in the center 

he city center is cosy 

users must feel responsible for the city center 

city center must be safe for children 

city center must be safe for users to walk around during day and night 

users must have a good feeling walking around in het city center 

care that no users are erased from the city center 

division of diverse types of buildings over the city center, nol only residenlial but also commercial and cultural 

kinds of shops lor diverse people 

city center must be adaplable to changing circumstances and other users 

of sufficient green spaces 

possibilities to deal wilh water 

garbage cans in the city center 

he green spaces are convenient to enter 

public spaces are well managed and are clean 

city center contains pi aces !hal are a quiet place lo live, workor shop 

presence of aspects in the city center that people like 

way the city center is developed, and the balance olthe ecological system is taking into account 

care lor the presence of historica! aspect in the city center 

the city center ecosystems are present !hal can result in a Jonger lile cycle olthe city center 

possibility of users to go to diverse culturallacilities 

F-;.".;.;..;..;;,..==;.".;~~=..,;";.===--------ISuHientlacilities and places where youth can meet 

F-..,;";.=~==.::....:===------------ISuHicient sporting facilities 

1-'-..,;";.=====---------------IThe presence of a cinema in the city center 

~~~~~~~~---------------IThe presence of a museum in the city center 

~~~~~~~----------------IThe presence of sufficient schools in the city center 

F--======..,;";.==::...!==;_--------IThe presence of facilities for older people in the city center 

1-----------'--------------iThe presence of a community center in the city center 

Suflicientlacilties are present in the city center 

fp,:;::;~;;~i;;;;:;;j"h;:~;;;:-t;,iirl;;:;;;:;--------~The presence of cultural historica! buildings in the city center 

t--""""''-------------------iEnough places tomeet other people 

1-'---'---------------------iThe city center is interesting because olthe diversity in cultural aspects 

F-===-'-'::.....=....:..==------------iThe city center contains buildings and elements from diverse periods 

F===-------------------iThe city center has a kind of character that makes it differentlrom other city centers 

1-'-===-------------------iTaking care of the existing items of the past in a city center 

1!!:~[!!~~------------------IThe combination of elements lrom diverse periods in a city center 

~===----------------~The city center generate possibilities to implement new/modern elements 

--~--~------------------~ 
Usabie value 

Experience value 

Future Value 

The city center is able to exist fora Jonger period looking al the cullural aspects in the city center 



Appendix N 

N.l CaseStudy- Ilsselstein 
Mr. Mur, Draaijer & Partners 

The city center of IJsselstein is used to check if the tooi can be used in a practical situation. IJsselstein 
has 33.608 residents and the fundions living, working, shopping, leisure and infrastructure are 
present. The city is located in the center of the Netherlands close to the city of Utrecht. 

The center of IJsselstein has an intimate character with many historica! buildings and many visitors 
come to the city every year. 

For a long time there are plans for redeveloping the city center but diverse reasans postponed the 
plans. In 2002 the project started up again and this give some troubles because it was hard to get the 
involvement of all actars again after some defeats. 

The target of the new city center is1
: 

'Developmg a new oty center w1th a iligh-quality supply of shops, faofitles and public 
spaces, that makes strenger the protected townscape, to ensure the pleasing living 
conditions, wilere entrepreneurs can prosper and wilere an attract1ve recreational area 
exists for recreation.' 

Verbeterde 

• 
Binnenstad 

Figure N.l: Slogan of Jjsselstein: Imprave the city center 

In the developing plan choices are made regarding the structure of the city center, the locations of 
the diverse functions, the ambition levels of the furnishing of the public spaces and the architecture. 
The plan is the frame for the coming ten till fitteen years, to work out the diverse partial projects in 
the city center. 

Two themes play an important role for the quality thinking. That is the furnishing and pavement and 
parking. During the processis observed that it is hard to know what people think of some aspectsin a 
plan. In IJsselstein the discussion about the furnishing results in documents with pictures of the future 
situation but while placing the new ornaments the people say that they thought it should be done in a 
different way. 
Parking is a difficult topic for every project. Especially when talking about paying for the park plots 
when this was nat the case in the past. Although this aspect of parking is mentioned a lot this is nat 
directly a quality issue but it is a result of the norm for park plots. 
For this research the difference in interpretation of a good accessible city center is more important. In 
Ijsselstein the users all want a good accessibility but some people mention that the car must be 
parked in front of the shop or their home, others say they are willing to walk for 5 minutes to reach 
the shops. 

1 
www.ijsselstein.nf 
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The problems mentioned in this case all have to do with communication. The private actors think they 
have everything explained and ciarifled in diverse documents and still there are complaints about the 
implementations. 
Diverse complaints are focused on the detailed scale-levels. This scale-level was not emphasized in 
the tooi but looking at the city center of IJsselstein, shows that this scale-level is important for the 
experience of the users. This level is inserted in the quality tooi. 
In IJsselstein the users have impact on the plans. The first meeting was focused on the new project in 
genera!. The users could give their opinions about diverse topics related to the city center. This was a 
good way to see what the problems are. After this meeting, the comments are taking into account if 
possible. The following workshops were based on diverse aspects of the plans, like parking and the 
furnishing of the public spaces. 
The checklist could be a good tooi to use for the workshops. In the first meeting the checklist could 
be used to initiate a discussion about the project in genera!. The aspects must be ciarifled to be 
obvious for the users. But using the checklist it must be possible for the actors to give their 
explanation for their opinion. This exciudes miscommunication, because not all aspects are 
interpretable in one way. After the discussions about the project in genera/, the checklist could be a 
guideline to decide which aspects are discussed with the users. 

N.2 Case Study- TCN Property Projects 
Ms. van Bohemen, TCN Property Projects, New Urban 

The first conversation was based on a specific situation. During the second meeting the tooi is 
discussed more in generaL Diverse projects are mentioned to show, which parts of the tooi can be 
used and which parts need another approach or adjustments. 
The first issue is that the role of the actors, especially the actors who monitor the project are not the 
right people to participate in that role. In the tooi this actor was mentioned as independent actor and 
the urban designer was one of them. The first issue is that he/she is not an independent actor 
because he has also some responsibilities in other parts of the project. The second issue is that the 
view of an urban designer is based on one part of the project and you want an overall vision. That is 
why the generalist is mentioned, the company TCN, calls this the asset developer. He/she is able to 
overlook the whole project from diverse backgrounds. The use of a quality team can be used for this 
specific tooi because diverse backgrounds and professions can contain this team. This results in a 
braader apinion about a project. 
The role of the local authority is also mentioned is this research. According Ms. van Bohemen this 
actor has not enough know-how about projects and does not play the role as guide of the project. 
This is the responsibility of the professionals, like developer, designer and investor. The local authority 
has to fix the guidelines for the project and this must be well considered so the other actors know 
what the local authority expects. 
The project-/process manager is involved in a later part of the process to stimulate the process but 
first the direct involved actors give their opinions about a project. This can be done in the first step of 
the tooi. The analysis is also based on the opinions of these actors. 
Ms. Van Bohemen emphasized the role of the users in a project. It is really important to involve this 
group. The way the involvement of this group in step 2 of the process was not the best. It is better to 
have a conversation with the users and to fill in the checklist later. This stimulates the creativity of this 
approach. The checklist is a good method to be aware of the importance of all these different aspects. 
It is a benefit of the tooi that it focuses first on the product not on the process. 
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Appendix 0 

Vocabulary 

• Acquisition Acquisitie 
• Added value Meerwaarde 
• Ambition level Ambitieniveau 
• Alderman Wethouder 
• Building Aesthetics Committee Welstandscommissie 
• Buildings Decree Bouwbesluit 

• Built environment Gebouwde omgeving 
• Comprehensive Integraal 
• Developer Ontwikkelaar 
• Fourth Policy of Spatial Arrangement Vierde Nota Ruimtelijke Ordening 
• Housing Association Woningcorporatie 
• Image Quality Plan Beeldkwaliteitsplan 
• Investor Belegger 

• In-town Binnenstedelijk 
• Key National Spatial Planning Decision Planologische Kern Beslissing 
• Large-scale-development Gebiedsantwikkeling 
• Local authority Gemeente 
• National authority Overheid 
• National Spatial Strategy Nota Ruimte 
• Project-/Process Manager Project-/ Procesmanager 
• Quality-Assurance Kwaliteitsborging 
• Redevelopment Herontwikkeling 
• Regional authority Provincie 
• Reginal Plan Regioplan 
• Spatial quality Ruimtelijke kwaliteit 
• Structural Concept Structuurschema 
• Structure Plan Structuurplan 
• User Gebruiker 
• Zoning Plan Bestemmingsplan 
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