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Management summary 

This master thesis project is conducted in the domain of Business Process Management 

(BPM) inside the Innovation Technology Entrepreneurship and Marketing (ITEM) group at Eind-

hoven University of Technology, within the context of an elderly/home care organization located 

in the Netherlands, named MeanderGroep. BPM is set out to be an enabling factor of organiza-

tional innovation (Davis & Brabander, 2007; Roeser & Kern, 2015). The use of performance 

measures is a significant part within BPM. A widely accepted strategic management tool to struc-

ture these performance measures is the balanced scorecard (BSC) (Kaplan & Norton, 1996). The 

BSC consists of multiple categories which each measure different organizational performance ar-

eas. The BSC defines initiatives (e.g. reduction of physical demands via various devices) on how 

to achieve set objectives (e.g. educe employee absenteeism), derived directly from the strategy and 

vision, within a BSC category. These initiatives result in enabling innovative practices within the 

business process landscape of the organization. The elderly/home care organization is a specific 

sector within the healthcare setting within the Netherlands. This context received almost no atten-

tion from academics regarding BSC categories. The main research question is the following: 

“Which balanced scorecard categories have to be implemented within the business process 

landscape of the elderly/home care organization MeanderGroep to foster business process inno-

vation?” 

The literature review (Chapter 2) of this master thesis project serves partly to elaborate on 

major existing theories regarding BPM including the BSC, and partly to combine several catego-

rizations from different sources within the BSC theory into one framework. Literature is found on 

how to determine the BPM maturity level. This level of maturity is assessed by the BPM context 

framework (Vom Brocke, Zelt, & Schmiedel, 2015) and the six core elements of BPM success 

(Rosemann & vom Brocke, 2015), resulting in a classification of maturity level on the business 

process maturity model (BPMM) (OMG, 2008). The combination of three different BSC sources 

(Kaplan & Norton, 1996; Parmenter, 2015; Bhatti, Awan, & Razaq, 2014), results in a BSC con-

taining the categories; Financial Performance and Costs; Customer satisfaction and Customer fo-

cus; Internal Business Processes, Reliability, Flexibility, and quality; Learning and Growth; Em-

ployee orientation; Environment, Community, and Social Performance; Time Management; Safety. 

The methodology (Chapter 3) consists of two data collection parts. The master thesis pro-

ject narrows its focus to the Nursing and Care (N&C) cluster within MeanderGroep. The first part 
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is an analysis of internal documents combined with information obtained from conversations with 

organizational experts. Based on the obtained information the organization including the N&C 

cluster is placed in context, assessed based on the six core elements of BPM, and eventually placed 

on the BPMM. The second data collection part consists of a survey and multiple interviews. These 

data collection methods have respectively a descriptive and explorative nature. The survey re-

sponse consist of 321 employees and a total of nine employees from different part of the N&C 

cluster have been interviewed. The results of the survey serve as an indication for issues to concern 

when implementing performance measures within the organization in the elderly/home care con-

text. The interviews serve to indicate the desire of additional performance measures. These perfor-

mance measures are consecutively translated back to their coherent BSC category, Defined in 

chapter 2. 

Different results (Chapter 4) are obtained from this research. MeanderGroep is placed in 

context as an organization with; an exploitative goal, an overall management process oriented na-

ture regarding BPM, a large organization with a willingness to improve BPM, and operating within 

a medium uncertain and medium competitive environment. MeanderGroep is developing itself on 

level three of the BPMM. This implies that MeanderGroep focuses on developing additional per-

formance measures, besides the already operational financial oriented performance measures. The 

research revealed that three possible additional performance measurements are desired to be de-

veloped; employee satisfaction, customer satisfaction, and formation (staff size) related perfor-

mance measures. These performance measures are respectively related back to BSC categories; 

Employee orientation, Customer satisfaction and Customer focus, and Organizational flexibility 

(part of Internal Business Processes, Reliability, Flexibility and, Quality). Besides the results of 

the interview, the survey also obtained issues to concern during the implementation of performance 

measures. The issues obtained are; insufficient consistency and availability of the data, insufficient 

knowledge about the performance measures and their implications, and lack of interest regarding 

the performance measures. 

The implementation advice (Chapter 5) shows how the selected BSC category can be im-

plemented within MeanderGroep. The selected BSC category to implement is employee orienta-

tion. This is done after close consultation with organizational experts. The implementation advice 

concerns two views when implementing the employee oriented BSC category. The first view con-

cerns the business process management landscape. This landscape consist of multiple linked Plan-
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Do-Check-Act (PDCA) cycles (Nieuwenhuis, 2017). The linked PDCA cycles indicate the infor-

mation flow from a strategic level down to the operational level. The advice describes how the 

BSC category can be implemented and secured within the business process management structure 

of MeanderGroep. It is indicated what effect the implemented performance measures have on this 

structure. A significant element within this implementation is the creation of a performance meas-

urement team which constantly discusses the implemented or to be implemented performance 

measures, coherent to the selected BSC category. The second view shows the location of the per-

formance measures within the BPM lifecycle. These implemented BSC category containing per-

formance measures foster innovation within the business process landscape. Business process are 

continuously innovated by the results from the data and the consecutively taken initiatives to im-

prove this performance in order to achieve the set objectives and their coherent performance. 

The discussion (Chapter 6) from this master thesis project consists out of theoretical im-

plications and managerial implications. This study makes an explicit contribution to the BSC lit-

erature by specifying additional BSC categories to the original model of Kaplan and Norton (1996). 

Suggestions already have been made by other authors (Parmenter, 2015; Bhatti, Awan, & Razaq, 

2014). The additional found BSC categories are in line with the suggestion these authors have 

made. Furthermore, this master thesis project serves as an illustration on how the BSC categories 

can be used to enable and foster business process innovation (Vom Brocke, Mathiassen, & 

Rosemann, 2014; Fritz, 2016). Practical implications obtained from this master thesis are described 

as best practices regarding the implementation of performance measures and their coherent BSC 

category into the organization. 

Lastly future research (Chapter 7) is suggested. The survey has to be done again following 

the same approach in order to validate the obtained results, due to the employee argued short time 

horizon between implementation of performance measures and the survey. Also the interviews 

have to be done again to validate the obtained results. It is suspected that by giving suggestions for 

performance measures during the interview could have biased the results. Contrary to this, it is 

argued by the author that the same BSC categories would have been obtained if no or other sug-

gestions would have been made. Lastly this master thesis project also opens doors for future re-

search, by conducting the same research within similar organizations operating in the same context. 

This could result in  
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1 Introduction 

The world of health care is constantly changing. Humans are getting older, cost reduction 

is important to control healthcare costs with the aging population, shortages of qualified employees 

exist, e-health solutions are being implemented, and a constant change in law and regulation put 

an immense pressure and challenge upon the organizations within the healthcare sector 

(Zorghulpatlas, Atlas van Zorg & Hulp, 2017). This master thesis project is conducted in the do-

main of Business Process Management (BPM) inside the Innovation Technology Entrepreneurship 

and Marketing (ITEM) group at Eindhoven University of Technology, within the context of an 

elderly/home care organization located in the Netherlands, named MeanderGroep.  

1.1 Trends and Developments 

Elderly/home care organizations are a part of the health care sector. Many different trends 

are predicted for the coming period up to 2020. The most important trends are; the shift from 

living- and care centers to care at home, new and small scale care giving environments, and new 

technologies and innovations like video calling or e-health solutions (Zorghulpatlas, 2016). The 

shift from care provided within living and care centers for elderly people to more care provided at 

home is a really big development within this sector, visible from the decrease of people receiving 

care in nursery homes, 17% in 1995 to 10% in 2014 (Weegen, 2017). Elderly/home care organiza-

tions collaborate with city councils, health insurance providers, and other important stakeholders, 

in order to make sure the residents receive the care that they deserve (Invoorzorg!, 2014).  

Keeping up with these changes and trends is difficult for all stakeholders. Insurance com-

panies have to restructure their policies and financing models, while city councils have to restruc-

ture their way of indicating the amount of care residents will receive, and last but not least the 

elderly/home care organization is also required to change. These elderly/home care organizations 

have to undergo major changes like restructuring their business processes, manage all their em-

ployees more efficient, cut costs, innovate, and many other challenges. These are just examples 

for the many challenges they face.  

1.2 Business process management 

The sector of health care in the Netherlands has received increasingly attention from aca-

demics over the years within the domain of BPM. A big amount of this research is dedicated to 

care provided within a Hospital Context, but almost none regarding the context of Elderly/Home 

care organizations within the Netherlands. Elderly/home care organizations are experiencing more 
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and more pressure on their existing resources. It is key for survival to find ways of reducing costs 

and keep on innovating. These organizations are constantly improving the efficiency of their use 

of resources. Doing this is not easy due to the influence of multiple high power stakeholders. Part 

of this improvement is creating new processes or (re-)structuring their current ones, and even more 

important, controlling, predicting and innovating these processes. Business process management 

is an academic domain where valuable information is obtained for realizing these desired effects 

on the business processes. Different definitions of BPM have been defined in literature (Davis & 

Brabander, 2007; Roeser & Kern, 2015). The most suitable definition for BPM is: “a discipline 

combining business and IT perspectives with the ultimate goal of improving an organization’s 

business operations. BPM sets out to increase the effectiveness and efficiency of an organization; 

it is a significant contributor to overall organizational performance and competitiveness and it has 

become an increasingly important enabling factor of organizational innovation and transformation.” 

(Vom Brocke, Mathiassen, & Rosemann, 2014; Fritz, 2016). BPM consists of multiple stages 

which form a continuous cycle improving these business processes (Dumas, La Rosa, Mendling, 

& Reijers, 2013). Performance measures have an important role within this cycle by focusing on 

analyzing and monitoring the business processes. Performance measures are used to assess how 

well an organization is achieving its desired objectives (BusinessDictionary, 2017). The infor-

mation obtained from these performance measures lies at the basis of the evaluation and determi-

nation if a business process needs improvement. These performance measures are structured by 

strategic management tools. The most widely accepted and implemented tool for this is the Bal-

anced Scorecard (BSC). The Balanced scorecard consists of multiple categories, each assessing a 

different performance category to be measured within the organization (Kaplan & Norton, 1996). 

Each category consists of an objective directly linked to the organizational strategy and vision, 

measures which measure the objective, targets which are the desired levels for the performance 

measures, and initiatives on how to achieve these objectives. The information obtained from the 

BSC is used to evaluate the performance of multiple business processes. By this evaluation the 

business processes can be improved, triggered by the selected initiatives to increase performance 

on a BSC category. This improvement will change the existing process or result in newly created 

processes. This is defined as innovation of a business process (Saunila & Ukko, 2013). 



12 
 

A BSC is a key part for enabling the innovation of business processes by containing per-

formance measures from multiple categories and providing the organization with valuable infor-

mation. Performance measurement is a valuable tool in order to increase organizational perfor-

mance, depending on what function the performance measures serves (Pavlov & Bourne, 2011). 

Enabling innovation is considered very important and concerned a major advantage over 

competitors. Creating innovation from deploying different categories of the BSC is the main focus 

of this master thesis. For the context of the elderly/home care this has not been researched yet. The 

question can be asked if this context significantly differs from other contexts consisting of other 

companies. It is argued yes. An elaboration is provided to support this decision. 

1.3 Discovering the specific context of the elderly/home care organization 

This elaboration consist of two parts explaining the difference in context. The difference is 

first explained by the fact that the elderly-home care organization is best categorized as a non-

profit organization and secondly supported by some context specific characteristics. Non-profit 

organizations differ from for-profit organizations, which is based on four different characteristics 

(Fritz, 2016). The first difference is the purpose. Both organizations are allowed or even required 

to make a profit to survive. But non-profit organizations do this for a benefit of the public. For-

profit organizations do this mostly for the profit in itself. The second difference is ownership. A 

non-profit organization is owned by the public and not by a single or multiple private person(s) as 

is the case for a for-profit organization. The third difference is control. A non-profit organization 

is controlled by a board of directors who are required to act as a group, not as individuals. The last 

characteristic is accountability. A non-profit organization is accountable to different stakeholders 

(these are e.g. banks, insurance companies, Zorgkantoor, Waarborgfonds voor de Zorgsector, etc.). 

They are required to report back and justify all their actions to these stakeholders at a great level 

of detail, which is not always the case for for-profit organizations.  

Besides the four general characteristics for a non-profit organization, some additional char-

acteristics are needed to understand the specificity of the situation of the elderly/home care organ-

ization. These organizations have to deal with different B2C situations. A couple of these are; the 

obligation to provide care, reduced capabilities or disabilities of the customer, and supply and 

demand are more complex due to the complex services which are offered (Putters, 1998). These 

organization operates within a market similar to for-profit businesses, but it is not defined as a free 

market. Second these organizations are heavily depending on different stakeholders, who have a 
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big influence on this market like; Health insurance companies, client board, families of the clients, 

inspection offices, national or local politics or other government bodies, suppliers, media, collab-

orating organizations (Invoorzorg, 2014). 

1.4 Main research 

The case of MeanderGroep is the main focus of the master thesis project. MeanderGroep 

is classified as an elderly/home care organization located within the Netherlands. As indicated 

before, almost no research has been done for this specific organizational context regarding bal-

anced scorecards. It is important to find out what BSC categories are important for this context in 

order to create awareness of the achieved performance and act up on this. This action results in 

change within the business processes leading to business process innovation. As the master thesis 

is conducted for the organization MeanderGroep. It is important to add practical implications for 

the specific context of MeanderGroep. It is observed upfront that performance measures are used 

within this organization. How these are assessed is explained during the master thesis. But some-

thing more important to add value for MeanderGroep, is to know what issues to concern when 

implementing the found BSC categories. No predefined factors are found within the context of the 

elderly/home care organization. This research also focusses on discovering these issues. According 

to all information given in this chapter, the main research question of the master thesis project is 

constructed; 

“Which balanced scorecard categories have to be implemented within the business process 

landscape of the elderly/home care organization MeanderGroep to foster business process inno-

vation?” 

To support this main research question and making it less complex to answer, multiple sub-ques-

tions are composed. These sub questions break down the main research question into multiple 

smaller parts. These parts are answered individually. The combination of answers will be used to 

form an answer for the main research question. The answer for the main research question will 

form the outcome of the master thesis project. 

1. “What is the current business maturity level of MeanderGroep” 

2. “Which performance measures are desired by MeanderGroep” 

3. “Which BSC categories substantiates the desired performance measures” 

Business relevant sub-research questions; 

4. “Which issues have to be concerned when implementing these BSC categories” 
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5. “How are these BSC categories implemented within current or new business processes 
to create innovative practices?” 

1.5 Outline of the master thesis project 

This master thesis focusses on answering the sub-research questions with the main goal of 

answering the main research question, given in chapter 1. The master thesis starts with collecting 

the most important insights from literature regarding BPM (Chapter 2). Chapter 3 discusses the 

methodology. A detailed description is given on how relevant data is obtained and analyzed. Co-

herent results are presented in chapter 4. Due to the fact that this master thesis project is conducted 

for the organization of MeanderGroep, a implementation advice chapter is added to this master 

thesis project (chapter 5). Within this implementation advice chapter a description is given how 

the insights from the result chapter are translated into a viable business advice for MeanderGroep 

and how this has to be implemented. In chapter 6 the results are discussed. Both the theoretical 

implications as the managerial implications are given. Guidance for future research is suggested 

(chapter7).  
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2 Literature 

In this Chapter the most important theory is discussed within the domain of BPM, focused 

on Performance measurement. As already stated in chapter 1, the elderly/home care organization 

needs improvement in their current processes to be able to deal with the challenges in the health 

care sector. This project focusses on defining which BSC categories to implement within the con-

text of the elderly/home care organization to foster business process innovation. But before defin-

ing these BSC categories it is important to define tools to evaluate how mature the BPM is within 

the organizational context. Scientific and management literature is used to support these actions. 

Focus TUE, Scopus TUE, and Google scholar are used to find this literature. Relevant articles are 

selected by first looking at the publication date. Due to rapid development within the BPM domain, 

publications older than 2005 are considered outdated. An exception is made for core theories with 

older publication dates, as these are the basis of most other developed theories in this domain. Next 

the importance is assessed by looking at the amount of citations. Lastly the content is reviewed by 

reading the summary. The found literature is presented. 

2.1 Business process management lifecycle and Business process maturity 

As indicated in chapter 1, BPM is a continuous cycle of events in order to keep on innovating 

new or existing business processes. This cycle is displayed in figure 2.1. Performance measures 

are located within several stages of this BPM lifecycle. Performance measures occur in different 

forms within the process analysis step and the process monitoring and controlling step (Dumas, 

La Rosa, Mendling, & Reijers, 2013). But before going in to more detail on the performance 

measures it is key to understand the BPM context of the organization. 

 
Figure 2.1: BPM lifecycle (Dumas, La Rosa, Mendling, & Reijers, 2013) 
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Successful BPM requires consideration with respect towards the organizational setting of 

the BPM initiative (Schmiedel, Vom Brocke, & Recker, 2013). This makes the contextual frame-

work created by Schmiedel et al. (2013) important to use. This framework aims to provide a mul-

tidimensional and non-general approach for assessing the context that helps to define more specific 

and context tailored performance measures. “Ignoring contextual factors is considered as one of 

the major reasons why many BPM initiatives today fail” (Vom Brocke, Zelt, & Schmiedel, 2015). 

Four different dimensions distinguish the contextual factors; Goal related contextual factors, Pro-

cess related contextual factors, Organization related contextual factors, and Environment related 

contextual factors. In table 2.1, these contextual factors are given per different dimension with 

their corresponding characteristics. It is clear that successful BPM is determined by a lot of differ-

ent contextual factors. It is key to understand if the context of the organization is ready to deploy 

BPM. The BPM context forms a basis of the assessment of the business process maturity level of 

the organization. The next step, after indicating the context of BPM within the organization, is 

assessing the BPM maturity. 
Table 2.1: Contextual factors in BPM (Schmiedel, Vom Brocke, & Recker, 2013) 

Contextual factors 

Example characteristics: 

 
Goal-dimension 

Focus 
Exploitation (Improvement, 
Compliance) 

Exploration (Innovation)  

 
Process-dimension 
Value contribu-
tion 

Core process Management process Support process 

Repetitiveness Repetitive Non-repetitive  
Knowledge-inten-
sity 

Low knowledge-intensity Medium knowledge-inten-
sity 

High knowledge-intensity 

Creativity Low creativity Medium creativity High creativity 
Interdependence Low interdependence Medium interdependence High interdependence 
Variability Low variability Medium variability High variability 
 
Organization-dimension 
Scope Intra-organizational process Inter-organizational process  

Industry 
Product industry Service industry Product & Service indus-

try 

Size 
Start-up Small and medium enter-

prise 
Large organization 
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Contextual factors 

Example characteristics: 

 

Culture 
Culture highly supportive of 
BPM 

Culture medium supportive 
of BPM 

Culture non-supportive of 
BPM 

Resources 
Low organizational resources Medium organizational re-

sources 
High organizational re-
sources 

 
Environment-dimension 

Competitiveness 
Low competitive environment Medium competitive envi-

ronment 
Highly competitive envi-
ronment 

Uncertainty 
Low environmental uncertainty Medium environmental un-

certainty 
High environmental un-
certainty 

 

The maturity of BPM “is a measure to indicate how well business processes can perform” 

(van Looy, 2014). A way to measure the existence or maturity of BPM within an organization is 

defined. Six core elements for a BPM capability framework have been defined from three existing 

BPM maturity models (Rosemann & vom Brocke, 2015). This author supported each of the core 

elements with multiple sources. This makes these core elements reliable to work with. These six 

core elements evaluate the BPM maturity and are key determinants of BPM success. Each core 

element is shortly explained. 

2.1.1 Strategic Alignment 

Strategic alignment states that BPM has to be aligned with the overall strategy of an organ-

ization. The strategy shapes the business processes. Business processes are designed, executed, 

and evaluated according to the strategic priorities. It is important that the business process require-

ments are aligned with an organizations strategic priorities. To assess this strategic alignment, five 

capability areas are obtained with the ideal situation given within brackets; (strategy-driven) pro-

cess improvement plan, (bidirectional) linkage between strategy and business processes, (well de-

fined) enterprise process architecture, (clear and shared understanding of) process outputs, and 

(ability to evaluate) priorities of key customers and stakeholders. These capabilities help to reflect 

back on the strategic alignment of the developed processes. 

2.1.2 Governance 

“BPM governance establishes appropriate and transparent accountability in terms of roles 

and responsibilities for different levels of BPM, including portfolio, program, project, and opera-

tions” (Rosemann & vom Brocke, 2015). To guide these process related tasks an organization is 
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required to have; a clearly defined and consistent execution of decision-making processes, a defin-

tion of process roles and responsibilities, performance measures in place which collect the required 

metrics, well-defined and documented process management standards, and process management 

controls. 

2.1.3 Methods 

Methods are best described as the set of tools and techniques that facilitate BPM. These 

can vary from process analysis programs to management information dashboards. These methods 

are applied within different stages of the BPM lifecycle displayed in figure 1.1. 

2.1.4 Information Technology 

Information Technology really has a big impact on BPM. Various IT-systems support BPM. 

These systems enables the user (e.g. management) to model and analyze their processes. Such 

systems can vary from simple support systems for visualizations until highly sophisticated data 

mining solutions. IT-components focus on the specific needs of each of the process lifecycle stages. 

These solutions are defined for each stage. E.g. Process control and measurement solutions is sup-

ported by balanced scorecard systems (Rosemann & vom Brocke, 2015). 

2.1.5 People 

According to Rosemann et al. (2015) Individuals and groups “continually enhance and ap-

ply their process management skills and knowledge in order to improve business performance.” 

Skillsets which are used are; Process skills and expertise, Process management knowledge, Process 

education and learning, Process collaboration and communication, and finally Process manage-

ment leaders. Managing and facilitating these skillsets is essential to ensure a high performance 

outcome (Bakker & Demerouti, 2007). 

2.1.6 Culture 

Culture is about creating a facilitating environment that complements the various BPM 

initiatives. Research has identified specific organizational values supportive for BPM as well as 

methods to measure and further develop a BPM-supportive organizational culture (Schmiedel, 

Vom Brocke, & Recker, 2013). These determinants of culture are defined as; Responsiveness to 

process change, Process values and beliefs, process attitudes and behavior, Leadership attention to 

process management, and process management social networks. The values given to each one of 

these determinants determine the BPM maturity. 
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2.2 Business Process Maturity Model 

Now the maturity of the organization can be assessed, the organization has to be placed on 

the Business Process Maturity Model (BPMM) (OMG, 2008). The BPMM locates the current level 

of maturity and shows how an organization can grow regarding their business process maturity.  

The importance of performance measures is explained by the Business Process Maturity Model 

(BPMM). The more organizations grow, the more they are expected to grow with respect towards 

their business process maturity. They are required to evolve from unmanaged processes up top 

innovative processes. All the stages of the BPMM are displayed the figure 2.1. It is visible which 

practices these organizations have to employ in order to improve their business processes maturity. 

Implementing performance measures will be key to help the organization to get to a higher level 

of maturity. Based on the level of maturity, performance measures serve a different purpose. The 

three main purposes are controlling, predicting, and innovating (level 3 to 5). The use of perfor-

mance measures will have multiple effects on different strategic areas, like financial performance, 

internal business processes, learning and growth, and customer orientation (Kaplan & Norton, 

1996; Fibuch & Eugene, 2013). Growing with respect to the BPMM model will help the organi-

zations to overcome challenges regarding BPM. 

 

 
Figure 1.1: Business Process Maturity Model (BPMM), (OMG, 2008) 

2.3 Balanced Scorecard 

The balanced score card has proven to be a useful tool when it comes to business process 

management. It was first defined by Kaplan and Norton (1996). They argued that the current way 
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of measuring performance was not sufficient. Only financial measures were concerned by organi-

zations in that time. Kaplan and Norton decided to come up with a way to complement these fi-

nancial measures with non-financial measures. They designed the balanced scorecard. A balanced 

score card is according to them defined as a new framework for integrating performance measure 

derived from the organization’s strategy which measure the performance of drivers which deter-

mine future performance, while retaining the financial performance measures for past performance 

(Kaplan & Norton, 1996). These authors defined four categories which will be used on a balanced 

scorecard. These four categories all measure different aspects of the firm reflecting on how to 

create value. The four categories are; Financial, Customer, Internal Business Process, and Learning 

and growth. It is called a balanced scorecard because these four categories are balanced in such a 

way that most value is created. Each of these categories consists of four main parts. These four 

main parts are defined below. 

1. Objectives: “A specific result that a person or system aims to achieve within a time 

frame and with available resources” (InvestorWords, 2017). 

2. Measures: “to discover the exact size or amount of something” (CambridgeDictionary, 

2017). 

3. Targets: “a level or situation that you intend to achieve” (CambridgeDictionary, 2017). 

4. Initiatives: “a new plan or process to achieve something or solve a problem” 

(CambridgeDictionary, 2017). 

The balanced score card is a direct derivative from the strategy and vision of the organiza-

tion. Performance measures displayed within each category are based on the strategy and vision 

on the company. This makes sure that the company is heading in the desired direction. “The Bal-

anced Scorecard is more than a tactical or an operational measurement system. Innovative compa-

nies are using the scorecard as a strategic management system, to manage their strategy over their 

long run.” (Kaplan & Norton, 1996) What is made clear by this decision is that companies are not 

only creating short term solutions on operational of tactical level by using the balanced scorecard, 

but also ensuring decision on the long term (e.g. sustainability). In Figure 2.3, the initial balanced 

scorecard of Kaplan and Norton (1996) is displayed. When enabling these long term solutions it is 

good to know how the balanced scorecard can help to manage these critical management processes. 

According to Kaplan and Norton (1996), the balanced scorecard uses the measurement focus to; 

1. Clarify and translate vision and strategy.  
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2. Communicate and link strategic objectives and measures.  

3. Plan, set targets, and align strategic initiatives.  

4. Enhance strategic feedback and learning.  

 
Figure 2.3: Balanced Scorecard (BSC) 

Additional to the existing balanced scorecard, Parmenter (2015) added some extra catego-

ries to the balanced scorecard. The extra categories which are added are; Environment and Com-

munity, and Employee satisfaction. Environment and community is all about cooperating with 

local businesses, linking future employees, etc. Employee satisfaction is important because the 

work people do is shifting from physical demands towards emotional demands. It is thus important 

that these emotional demands do not result in Burnout. The Job demands resources model of Bak-

ker and Demerouti (2007), is a good illustration how these demands can be compensated with 

resources which in its turn will result in a better organizational performance. Even more categori-

zations have been found in literature. Eleven perspectives are identified (Bhatti, Awan, & Razaq, 

2014). These eleven perspectives are; Quality, Flexibility, Time, Safety, Financial performance, 

Cost, Employees Satisfaction, Learning and growth, Environmental/social performance, Customer 

satisfaction, and delivery reliability. 

2.4 Combining the sources 

For MeanderGroep the different sources are combined into one framework. (Kaplan & 

Norton, 1996; Parmenter, 2015; Bhatti, Awan, & Razaq, 2014). In order to create this combined 

framework, first the initial BSC categories are given created by Kaplan and Norton in 1996. These 

authors indicate themselves that the BSC serves as a template, not a strait jacket. The above men-

tioned author’s views on the BSC define different but also similar categories. These views are 

compared with the initial categories on the BSC. Two additional BSC categories are identified by 
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Parmenter (2015), as indicated in section 2.3. The eleven categories opted by Bhatti 2014 also add 

two additional categories, and complement two already defined categories from the original model. 

In table 2.2 the different categories per source are given and combined in the last column. This 

multi-perspective categorization serves to encompass all relevant categories to create performance 

measures on all possible areas within the context of the elderly/home care organizations.  

Table 2.2: Combined Multi perspective Categorization BSC for MeanderGroep 
(Kaplan & Norton, 
1996) (4 categories) 

(Parmenter, 2015) 
(6 Categories) 

(Bhatti, Awan, & 
Razaq, 2014) 
(11 Categories) 

Combined Multi-per-
spective categorization 
(8 Categories) 

Financial Financial Financial Performance; 
Cost 

Financial Performance 
and Costs 

Customer Customer Customer satisfaction Customer satisfaction 
and Customer focus 

Internal Business Pro-
cess 

Internal Business Pro-
cess 

Quality; Flexibility; Re-
liability 

Internal Business Pro-
cesses, Reliability, 
Flexibility and, Quality 

Learning and Growth Learning and Growth Learning and Growth Learning and Growth 
 Employee Satisfaction Employee Satisfaction Employee orientation 
 Environment/Commu-

nity 
Environment/Social 
Performance 

Environment, Commu-
nity, and Social Perfor-
mance 

  Time Time Management 
  Safety Safety 

2.5 Conclusion from literature 

Successful BPM practices are determined by six core elements; Strategic alignment, gov-

ernance, methods, information technology, people, and culture. Creating favorable practices re-

garding these elements will contribute greatly to the success of desired BPM practices. One of the 

most used and common known strategic management tools to structure performance measures 

within BPM is operating a balanced scorecard (BSC). Literature does not provide a BSC for el-

derly/home care organizations, but by combining multiple sources, eight different categories are 

defined that are suspected to be relevant for this context. Each category describes a different part 

of the BSC. Ideally, organizations should have performance measures which cover all of the eight 

categories on the BSC. 
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3 Methodology 

3.1 General description MeanderGroep 

MeanderGroep is one of the largest and most complete service providers within region 

Parkstad in Limburg. The services provided by MeanderGroep are District care (Wijkverpleging 

(V&V)), Intramural care (Intramurale zorg), Household help (Hulp bij Huishouden (HbH)), Day 

care and Day treatment (Dagverzorging and Dagbehandeling), and Accompaniment and Youth 

health care (begeleiding en Jeugdgezondheidszorg (BG & JZ)) (MeanderGroep, 2016). Within 

Parkstad, MeanderGroep has the biggest market share and tries to provide the complete package 

to their clients. Outside Parkstad, services are also provided but the market share is low. Meander-

Groep has around 12725 Clients served by around 5225 employees (2668 FTEs) (MeanderGroep, 

2016). The scope of the research narrows down to the Cluster Nursing and Care Extramural 

(CNCE) of MeanderGroep. The organizational structure of this cluster is explained. 

3.1.1 Organizational structure of N&C cluster 

The CNCE is a significant part within MeanderGroep. It is not only one of the four clusters 

within the complete organization, but it is responsible 25% of the total turnover. The structure of 

the CNCE is displayed in the organogram in figure 3.1 and an enlarged copy is given in appendix 

A.1. At the top of the CNCE operates the director who supervises multiple managers who in turn 

supervise multiple N&C teams. Each team reports back to the manager and the manager reports 

back to the director. Parallel to the director the CNCE has a Business controller, which has a fi-

nancial background and a Social controller with a human performance background. This set of 

controllers support the director from their point of expertise with information obtained from; the 

system, the managers of the team, the teams, and sometimes the director herself. It is important to 

notice that each individual team member or complete team also can report back to the director of 

the CNCE. With respect to the different hierarchical functions in the CNCE, there is 1 director, 2 

controllers, 10 managers, and N=81 teams having a total of M=850 employees. 
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Figure 2.1: Organogram N&C Cluster within MeanderGroep 

3.2 Data collection BPM context framework and business process maturity 

Chapter 2 how MeanderGroep, including the N&C cluster, has to be assessed based on its 

BPM context followed by a determination of its BPM maturity and a final assessment of the place 

in the BPMM model. The data for this part is obtained from multiple digital sources within the 

organization. To complete the BPM context framework for MeanderGroep, the above described 

general information is combined with the strategy, mission, and vision of MeanderGroep, given in 

Appendix A.2. The strategy, mission, and vision for the N&C cluster are direct derivatives from 

the organizational definitions. To assess the business process maturity of the N&C cluster within 

MeanderGroep, each core element of BPM is discussed. This is based on the outcome of the con-

textual framework combined with the information given in the strategy, mission, and vision. After 

assessing the BPM maturity, MeanderGroep including the N&C cluster is placed on the BPMM. 
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3.3 Data collection additional performance measures and to concern issues 

After placing MeanderGroep including the N&C cluster on the BPMM, data is collected 

to discover the desired additional performance measurements and issues to concern when imple-

menting these in the context of the elderly/home care organization. This data generates two differ-

ent outputs. The first output describes which issues have to be concerned when implementing per-

formance measures and subsequently BSC categories within N&C cluster of the elderly/home care 

context. The second output gives information about desired performance measures. These outputs 

are directly related back to their coherent BSC category. At the end of the results a final conclusion 

is provided. 

3.3.1 Research design/data collection methods 

The master thesis project is defined as primary research, because no data is available for 

the defined research question (Doyle, 2017). The research consists of a descriptive quantitative 

element and explorative qualitative element. This due to the fact that no information has yet been 

collected for this research question (Sreejesh, Mohapatra, & Anusree, 2013). 

The quantitative element aims to obtain the attitude of the CNCE employees towards the 

already created performance measures. This descriptive approach is conducted in the form of a 

survey and consists of quantitative parts combined with qualitative parts (Sreejesh, Mohapatra, & 

Anusree, 2013). This survey is send to the target population via e-mail. The construction of the 

survey is described in section 3.3.4.1.  

The qualitative element uses an exploratory approach. Exploratory research is mostly con-

ducted for a problem that has not been studied more clearly, establishes priorities, develops oper-

ational definitions and improve the final research design (Shields & Rangarjan, 2013). Exploratory 

research often uses techniques like, informal qualitative approaches or formal qualitative ap-

proaches. Qualitative research is often used within service demonstrations by non-profits (Denzin 

& Lincoln, 2005). This exploratory approach will fit the research for MeanderGroep, because no 

research has been done yet and MeanderGroep is classified as a service organization. Multiple 

interviews are conducted, with the objective to collect in depth knowledge from the field (Sreejesh, 

Mohapatra, & Anusree, 2013). This knowledge serves to obtain requirements regarding perfor-

mance measures from the employees of the CNCE. Section 3.3.4.2 describes the composition of 

the interview. 
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3.3.1.1 Procedure 

The procedure with respect to data collection within this master thesis is done in the fol-

lowing sequence. The survey is created in Google forms and send by e-mail to the participants. A 

maximum of three reminders is send if the required response is not reached. The analysis of the 

obtained data from the survey is split into two separate parts; quantitative data analysis and quali-

tative data analysis. The data validity is assessed to ensure that the results are valid at the basis of 

the solutions. This is done by comparing the respondents’ characteristics with the CNCE employ-

ees’ characteristics. From these analyzed data conclusions are formulated. Simultaneously, 30 mi-

nute interviews are conducted with multiple employees operating in different functions. The ob-

tained data of the interviews is also analyzed. Analysis of both data collection methods are de-

scribed in section 3.3.5. The results from the interview are combined with the results from the 

survey, in order to form one final conclusion. 

3.3.1.2 Population and participants 

The target population is the same for the survey and the interviews. The population consists 

of all employees in CNCE including higher level functions. The participants are different for both 

approaches. The participants of the survey are defined as the all CNCE employees who use the 

recently created N&C team dashboard. To analyze the population in further detail, information is 

obtained from the internal database of MeanderGroep. The complete population consists of 850 

employees. These 850 employees represent 552 Full Time Employees (FTEs). The general char-

acteristics are summarized in table 3.1. These characteristics serve to sketch a general view on the 

population. 

Table 3.1: General characteristics of population 

Characteristic Average 95%-Confidence interval 

Lower Bound Upper Bound 

Age (years) 48,99 48,21 49,77 

Contract Size (hours per week) 23,38 22,96 23,81 

  

As described before, the CNCE care employees operate in teams. These teams are spread 

over different municipalities or better categorized as districts. The characteristics are given in two 

graphs. Figure 4.2 shows the number of teams per district. From this graph it is clear that district 

3 and district 7 have the highest amount of teams.  
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Figure 4.2: Number of teams per district 

From Figure 4.3 it can be seen that even though the average amount of team members 

variates significantly between districts. The average contractual hours per team member are about 

the same for each district. This information is provided in order to indicate that the population is 

equal for each district despite the fact that some district teams consist of more employees than 

others. 

  
Figure 4.3: Average number of team members versus the average contractual size per dis-

trict 

3.3.1.3 Survey and in-depth interview participants 

The survey is send to all CNCE employees through e-mail. When having a 95% confidence 

interval, an error margin of 5%, and a spread of 50% indicating an unknown distribution, a reliable 

number of response is 274 (Rasoft, 2017). The response reached in the research is well above this; 

321 respondents. The amount of participants of the in-depth interview is limited to 9 persons due 

to time constraints, but covers different functions and levels in the organization. The sample con-
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sists of the director of the Cluster N&C, 1 business controllers, 1 social controller, 3 of the man-

agers from the Cluster N&C, and 1 coherent employee per interviewed manager. The managers 

who are interviewed are suggested by the director. The employees interviewed are suggested by 

the coherent manager. Requirement for the selection of participants is sufficient knowledge about 

the N&C team dashboard. The suggestions do not affect the research due to the fact that the sug-

gestion from the supervisor is based on availability of the interviewee not on expertise. These 

selected interviewees are expected to be representative for the rest of the population. 

3.3.1.4 Analysis methods/measurements 

Within this section, a description is given on which measurements are used for the survey 

and also the in-depth interviews. First the survey is discussed in detail. Next the in depth interviews 

are discussed. 

3.3.1.4.1 Survey 

The survey consists of multiple questions order to obtain information from the participants. 

These questions are divided into several sections. An overview of the subjects and their coherent 

measuring scales are given in appendix A.1. The first section only obtains general characteristics 

of the respondent. This information is used to assess validity of the obtained total response com-

pared with the original population. The general characteristics measured are; the gender, the age, 

the amount active function years within their current function, and which district they are active 

in. The second section aims to measure the user experience of the N&C team Dashboard. It as-

sesses three critical areas; the overall satisfaction, the appearance/layout, and the user friendliness 

of the N&C team Dashboard. Additionally a question is asked how often the employee looks at 

the N&C team Dashboard. This serves to indicate if the dashboard is used according to the set 

standards. The third section serves to measure the personal experience with respect to the useful-

ness of the performance measures and the received support for them. An additional question is 

asked to create input with other remarks regarding personal experience of the employee towards 

the N&C team Dashboard. The last section serves to create input from the employee with respect 

to improvement of the N&C team Dashboard. The question obtains input related to improvements, 

additional performance measures and other remarks to the N&C team Dashboard. 

3.3.1.4.2 In depth interview 

The interview is a semi structured interview. It is most used in small scale and case studies 

(Drever, 1995) as is for this research within the case of MeanderGroep. Three topics are treated 
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within this interview. The interview starts with a general introduction followed by the mentioning 

of the three to cover topics. The interviewee is asked if the interview may be recorded. This is done 

so optimal information can be obtained from a transcript of the interview made afterwards (Cohen 

& Crabtree, 2006). The transcription process is discussed in the section 3.3.5.2. After the introduc-

tion, the interview starts by introducing the first topic. The first topic addresses the functioning of 

the N&C team dashboard in practice. This can either be positive, negative, or both. The second 

topic concerns improvements on the current performance measures visible on the N&C team dash-

board. The last topic addresses improvements of the N&C team dashboard and possible additional 

performance measures desired. For each of the topics the interviewer makes sure that the conver-

sation does not deviates from the topic. Relevant additional questions are asked, if necessary, in 

order to obtain the desired information. The data obtained by this interview is threated confidential. 

3.3.1.5 Data analysis 

This section describes the process of how the obtained data from the survey and interviews 

is analyzed. The data analysis for each data collection method is different. 

3.3.1.5.1 Survey analysis 

Due to the descriptive approach of the survey, information can be easily obtained. Because 

the intentions are not to test a model or hypothesis but to describe different attitudes towards the 

N&C team Dashboard, a descriptive analysis is suitable for this research compared to other anal-

yses like inferential analysis (Thompson, 2009). This analysis is done via Microsoft Excel, which 

is a suitable tool for obtaining information with this nature. The survey contains multiple measur-

ing scales as shown in Appendix B.1, but also open ended questions. The way these are analyzed 

is different. For the question which have fixed categories or numeric values, descriptive statistics 

are given. The open ended-question consist of textual answers. These contextual answer are indi-

vidually reviewed and coded according to predefined categories. When coded, these answers are 

summarized in a textual summary of the most important and relevant findings. The findings of the 

numeric descriptive statistics are combined with the most important and relevant textual outcomes 

and transformed into conclusions. The conclusions of both qualitative and quantitative data repre-

sent the outcome of the survey. 

3.3.1.5.2 In depth interview analysis 

The interviews are based on an exploratory approach. As indicated before the interviews 

are recorded and transcribed. Important to note is that only relevant parts during the interview are 
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transcribed. A transcription process is executed for each individual interview and is structured ac-

cording to three different steps (Tubbing, 2017). The first step is open coding. Within this step all 

relevant information from an interview is given a label (code). These labels are represented by 

colored markings in the text of the interview. These labels are constructed before the coding pro-

cess but also during the process if relevant information is found which cannot be labelled with the 

current labels. This ensures that all important information is coded and ready for use. The second 

step is axial coding. The second step compares the information from each interview with the others 

based on the label given in the first step. The last step is selective coding. This last step tries to 

find concepts within the obtained data. This implies that it is researched if same similar information 

occurs when certain answers are given. The insights obtained from this coding process are trans-

formed into relevant conclusions. 

3.3.1.6 Combination of survey and in-depth Interviews results 

After obtaining the individual conclusions from the survey and the in-depth interviews, the 

found conclusions are combined to form a final conclusion from the data collection. 
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4 Results 

First the contextual assessment of the organization is given, it is noted that this assessment 

includes the N&C cluster of MeanderGroep. This contextual assessment is followed by an assess-

ment of the six core elements to assess the business process maturity. This is supported by review-

ing the currently existing performance measurements and relating these back to their coherent BSC 

category. The next step is to place the organization on the BPMM and assess the current BSC 

categories deployed by the organization. After this assessment, the result of the qualitative and 

quantitative data collection methods are presented. These results give a summary for issues to 

concern when implementing performance measures within the N&C cluster of MeanderGroep 

(survey) and desired additional performance measures for the N&C cluster of MeanderGroep (in-

terview). These desired performance measures are linked back to their coherent BSC category. By 

combining the existing performance measures with the desired performance measures a clear over-

view of existing and desired BSC categories is created. 

4.1 BPM Context, maturity, and BPMM 

This section aims to provide a deeper understanding on the BPM context within Meander-

Groep. It is important to note that the N&C cluster scores the same on all dimensions as it is an 

important part within MeanderGroep. The results are summarized in table 4.1. 

Table 4.1: BPM Context of MeanderGroep 

Goal-dimension Organization-dimension 
Focus Exploitation Scope Intra-organizational 
Process-dimension Industry Service industry 
Value contribu-
tion 

Management pro-
cess 

Size Large-organization 

Repetitiveness Repetitive Culture Medium-High supportive of BPM 
Knowledge inten-
sity 

Medium-low 
knowledge intensity 

Resources Medium organizational resources 

Creativity Medium creativity Environment-dimension 
Interdependence High interdepend-

ence 
Competi-
tiveness 

Medium competitive environment 

Variability Medium variability Uncertainty High environmental uncertainty 
 

Each dimension is explained in detail. First the goal dimension. MeanderGroep is character-

ized as an organization which focuses on improvement of their processes while complying with 



32 
 

the law and regulations of the Health care system in the Netherlands. Second, the process dimen-

sion. The core processes of MeanderGroep are defined as providing care to their clients. Perfor-

mance measurement has a management process oriented nature within MeanderGroep. The per-

formance measurements only have a measuring and controlling function. These performance 

measurement processes are repetitive, which implies that these measures have a standardized out-

put each period of time (Day, Month, or Year). The knowledge intensity is classified as medium to 

low. Performance is measured, but how it is measured and used does not require a high knowledge 

intensity. Low creativity is visible. Only the basic, mostly financially oriented, performance 

measures exist. The interdependence between these performance measures is high. They interact 

with each other on a frequent basis. The variability of the performance measures scores medium 

to low. Output is standardized. The third dimension characterizes the organization. Performance 

measures are only related to intra-organizational processes. MeanderGroep is defined as a service 

industry. The service they deliver is care in multiple ways to their clients. MeanderGroep is cate-

gorized as a large organization. The BPM culture is medium to high, related to the recent intro-

duction of a new board of directors within MeanderGroep. At the moment medium organizational 

resources are available, which indicates a slight positive orientation towards BPM. The last dimen-

sion assesses the environment. MeanderGroep has a medium uncertain and a medium competitive 

environment. According to internal experts, this contextual classification is similar to other organ-

izations of this size within the same organizational context. It is argued that MeanderGroep is 

already a bit ahead of the competition regarding BPM. 

4.2 Existing performance measures, assessment of core elements, and place on BPMM 

The currently used performance measures are given. These are separated in two hierarchical 

levels. The first level is the higher level coordination performance measures. The second level is 

the lower level coordination performance measures.  

4.2.1 Existing performance measures higher level coordination 

The current director, business controllers and managers obtain information from several sys-

tems. There are source applications which have reporting services themselves, and other reporting 

tools are constructed in-house. Within MeanderGroep there is a specialized group consisting of 2 

information specialists, who create reporting tools for different groups of people. The raw data is 

obtained from two Electronic Client Dossiers (ECDs) and Employee Oriented Systems (EOSs). 

The data obtained from these sources is transformed into a database owned by MeanderGroep. 
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Different performance measures for higher level functions are created and displayed on an in-

house Dashboard. The performance measures which are displayed for high level coordination are 

summarized within table 4.2. Almost all of these performance measures are financial in nature. It 

is important to notice that the performance measures explained in the table can be split on 4 levels. 

The four levels in consecutive order are; Director, district, Group, and Cost Center. The user can 

decide themselves which level they want to see. Other very basic and underdeveloped performance 

measures are about employee sickness and customer satisfaction. These are not formally created 

and part of a business processes. 

Table 4.2: Performance measures High level Coordination 

Performance measure Explanation of performance measure 
Financial Exploitation result This is the amount of revenue minus the costs 
Financial Budgeted The amount of money budgeted for the revenue and the costs 
Financial Budgeted result This is the difference between the amount of money budg-

eted and the actual amount of money realized for both reve-
nue and costs 

Number of FTE’s on wage Total amount of employees on wage within MeanderGroep 
Production of care Presents the total amount of production realized by all care 

provided by MeanderGroep 
Clients Extramural Shows how many clients are served at the moment by Mean-

derGroep 
N&C total Dashboard; This dashboard consist of three categories, it measures; 
-Total Clients 
-Client hours per week 
-Percentage Indirect time 

The total amount of clients served by the CNCE 
The average amount of hours per client per week 
Percentage of time spent on indirect activities, meaning time 
not spent on client hours 

 

4.2.2 Existing performance measures; N&C Employees 

The employees of the CNCE who are operational within N&C district teams, have much less 

performance measures. These teams are currently in the process from being fully controlled by 

their coherent manager towards being autonomous, self-steering teams supported by their coherent 

manager. But when these teams become autonomous. To support this, a N&C team dashboard has 

recently been constructed which shows relevant performance measures in order to provide the 

team with the needed information in order to reach the desired performance levels. This dashboard 

is similar to the dashboard described in table 4.2. A visualization is given in figure 1.2 and an 

enlarged figure in appendix B.1. The difference is that this dashboard displays the information on 
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team level. This implies that the information is available for each individual team member on team 

level. The user can select the desired year and month. 

On the dashboard, nine different performance measures are visible. These nine are split up 

into 3 different performance categories (rows). These three categories can each be again split up 

into different levels (columns). Each part is explained individually, starting with the three different 

levels.  

The first level displays the values over a period beginning at the start of the chosen year until 

yesterday. The second level shows the values over the period of the start of the chosen month until 

the end of the month or if applicable the current date minus one day. The last level shows the values 

of the performance measure for each month plotted in a graph. This helps to visualize the trend 

and the direction the team is heading.  

The first category displays the amount of unique clients which receive care provided by the 

N&C team on the selected time horizon (note that an average is calculated for displaying the num-

ber of clients for the first level). The second category shows the amount of hours of care provide 

to a client per week. The norm is 2,5 hours per week per client (the dashboard can be further 

clicked through to see of what care these total hours consist). The dashboard shows how the team’s 

performance deviates from this norm. The last category shows the percentage of time spend on 

indirect activities. The norm is 40,64 percent. The dashboard shows how much the performance of 

the team deviates with this norm (these performance measures can be further examined by clicking 

on it). It is visible for the N&C team how these indirect hours are divided over different activities 

on the drill through level (e.g. traveling time, education, or sickness).  

This N&C team dashboard is used for weekly coordination of the team’s activities in order 

to reach the desired performance with the future goal of innovating their team’s processes. It is 

most important that the total performance combined of all N&C teams, displayed on the N&C total 

Dashboard explained in the previous section, reaches the desired levels of performance in order to 

keep the CNCE financially stable. 
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4.2.3 Assessment of the six core elements 

The assessment of the six core elements for MeanderGroep is visible in table 4.3. These 

elements indicate how mature MeanderGroep is with respect to BPM and can be used to indicate 

where the elements deviate from the ideal situation as defined in literature (see section 2.2). 

Table 4.3: Core elements (Rosemann & vom Brocke, 2015) described for MeanderGroep 

Core Elements 
of BPM-ma-
turity 

Evaluation for MeanderGroep 
 

MeanderGroep… 
Strategic Align-
ment 

…has a strategy driven process improvement plan, a bidirectional linkage 
between strategy and business , a well-defined process architecture accord-
ing to the lean process management, but not a high level of clear and 
shared understanding of process outputs, and a not well developed ability 
to evaluate of key customers and stakeholders 

Governance …has a not well developed governance model with respect towards the 
roles and responsibilities regarding the level of BPM-maturity. In order to 
operate multiple performance measures within different categories, a clear 
definition towards roles and responsibilities is necessary. This enables 
standardization of outputs. 

Methods …deploys the lean principles for business process management. The busi-
ness process landscape is completely structured according to these princi-
ples. MeanderGroep has standard financial methods for measuring financial 
performance. Other performance measures are poorly defined and not 
placed in current business processes (e.g. MPS score within customer satis-
faction as reference towards insurance companies). 

Information 
Technology 

…has sufficient information technology for operating the current perfor-
mance measures, but has to significantly improve when operationalizing 
other performance measures and especially operating more knowledge in-
tensive performance measures. 

People …has at the moment insufficient knowledge within the organization. Multi-
ple external consultancy firms are active in order to improve this BPM-Ma-
turity. When operating more knowledge intensive performance measures, it 
is key to have capable employees to support this. Either acquiring addi-
tional employees or educating existing employees. 

Culture …has positive culture towards BPM. Due to all these external consultancy 
firms, BPM-Maturity is tried be raised. It is task to further develop the cur-
rent BPM-Maturity by operationalizing more performance measures, and 
creating standard reliable outputs, controlling these, predicting outcomes, 
and create innovative practices. 
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Reviewing the context, strategy, mission, vision, and assessment of the core elements of 

MeanderGroep, it is concluded that the organization is ready for development within the BPM 

domain. As explained in section 2.2, literature strongly recommends organizations to have a BSC. 

The recommended BSC has eight different areas for performance measures. MeanderGroep only 

deploys performance measures in the financial performance and Costs category. Some basic Cus-

tomer Orientation measures are used informally, like customer satisfaction measures.  

MeanderGroep is placed on level three on the BPMM. This BPMM is “written to guide 

improvement of business processes which tend to be more transactional and are better character-

ized as workflows across organizational boundaries.” (OMG, 2008) This fits the situation of Me-

anderGroep for which the creation of performance measures serve to improve or even innovate the 

business processes. Still much development has to be done on the current level. This by developing 

more performance measures and defining coherent BSC categories which are key to increase pro-

cess management and generate more standardized outcomes. Improving and creating processes is 

key. Next steps are defined as growing on the BPM-model. This by optimizing the current stand-

ardized outputs and predicting the outcome of certain measures of the coherent business processes 

when conditions and situations are encountered. When the outcomes are predictable, they can be 

translated into innovative practices regarding the business process. The end goal is to create an 

process innovation cycle starting at level three, evolving into level four, reaching five and thus 

create new innovations, and try to create standard practices from these new innovations in order 

to start at level three again. The focus of the advice (Chapter 5) for MeanderGroep is developing 

more performance measures on level three by implementing BSC categories. The other practices 

are guidelines for the future. 

4.3 Results of data collection methods 

Within this section the results of the two data collection method are given. The results of 

the survey form the evaluation and discover improvements to be made on the current performance 

measures available for the teams within the N&C team Dashboard. The interviews serve to identify 

the desired performance measures. 

4.3.1 Survey results 

First the reliability of the data is assessed by discussion the amount of respondents and 

comparing the characteristics of these respondents with the characteristics of the complete CNCE. 

The required number of respondents of 274 is exceeded, as the survey yielded 321 responses. This 
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is a sufficient amount on which strong conclusions are created. As shown in chapter 3, the popu-

lation is characterized by two different characteristics. First the average age and second the average 

amount of team members. This comparison is made to assess the reliability of the data. The re-

sponse is representative for the population, due to observation that the age and the range is almost 

equal compared to the original population, given in table 4.4. 

 

Table 4.4: Age comparison of population and respondents 

Measure Original Population Respondents 

Average age 48,99 48,08 

95% Confidence age Min; 48,21 Max; 49,77 Min; 46,87 Max; 49,30 

 

In table 4.5 the average amount of team members and the average amount of respondents 

per team are given per district. By calculating the required response percentage (274/850 = 32%) 

and calculating this on team level for the obtained data, it is clear that almost all districts reached 

the required amount of response. Only the districts marked red did not reach the required response. 

It is clarified that District 3 is a position for employees who work in multiple districts. It is possible 

that the respondents did not see the option for selecting that they operate in multiple districts and 

simply the district in which they spend the most time. District 6 operates volunteers. It is possible 

that these volunteers do not feel the urge to fill in the survey. District 12 is a normal district, but 

did not reach the required amount of respondents. It is concluded that district 12 is not represented 

properly. Overall it is stated that the data is reliable and represents the complete CNCE. 
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Table 4.5: average respondents per district 

 

4.3.1.1 Quantitative results of survey 

As stated before, the N&C team dashboard has to be observed weekly by the care giving 

employees. To assess if the N&C team dashboard is used according to this agreements. Figure 4.1 

is given containing the results of the survey. It can be seen that most of the respondents use it 

correctly. Even some respondents use it more frequently which does not form a problem. But the 

employees who use the dashboard less frequently are concluded as an area for improvement.  

 
Figure 4.1: Frequency of using the N&C team Dashboard  

 Next the quantitative results are discussed. In table 4.6, the results are given per 

measure for each districts. Evaluating the scores it is concluded that the employees; are fairly 
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overall satisfied, are fairly satisfied with the layout, find it fairly user friendly, experiencing some 

contribution on supporting daily activities, and find the support descent, regarding the N&C team 

Dashboard. This leads to the conclusion that the first implemented dashboard containing perfor-

mance measures is partly successful but also identifies areas for improvement. Reaching the high-

est score level per measure would be ideal. 

Table 4.6: Quantitative results from survey 

  

4.3.2 Qualitative results of survey 

The result from the qualitative part of the survey is obtained from four individual interview 

questions. The most important findings are summarized. From the analysis done on these four 

questions it is clear that a too short time horizon of the implementation of the performance 

measures displayed in the N&C dashboard lead to less response as expected. Most employees had 

no comments regarding the asked questions. But also valuable inputs are obtained. A few employee 

experienced ICT related problems. Summarizing the value added response lead to; 

- Employees find the N&C team Dashboard user-friendly, find a useful contribution to 

their work, but want to respond again on a longer time horizon in order to give more 

valuable response. 
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- Employees would like to receive a better explanation about what the performance 

measure mean and how to use the dashboard. 

- employees would prefer information from the current performance measures visible on 

individual level, individual working hours balance, and improvement suggestions when 

they are not scoring well compared to the norm 

- the employees would like to receive more explanation and suggestions on how to im-

prove the shown performance measures 

4.3.3 Interview results 

The results of the interview lie at the base of the implementation advice designed. A lot of 

information is obtained from different parts of the CNCE as indicated in chapter 4. The interviews 

are given in the appendix C.1 for each interviewee. In table 4.7 the coded labels are given coherent 

with a short description what is meant with the label.  

Table 4.7: Labels used within interview coding 

Label (Color) Explanation 
User-friendliness (Green) This label describes how the user is experiencing the user-

friendliness of the N&C team Dashboard.  
Satisfaction (Dark Green) This label describes the overall satisfaction with the N&C team 

Dashboard. This can consist of multiple factors. These factors 
have to be explored when analyzing the interview 

Understandability (Yellow) This label describes if the user understands what can be seen on 
the N&C team Dashboard but also what can be done with it. 

Support and support mate-
rial (Red) 

This label describes if there is enough support on how to use 
the N&C team Dashboard, but also how if the material is clear 
enough which provides support. 

Current improvements 
(Pink) 

This labels indicates the answer coherent to theme 2 in the in-
terview. It describes how the current performance measures can 
be improved. 

Additional performance 
measures (Purple) 

This label indicates the answer coherent to theme 3 in the inter-
view. It describes what performance measures can be added, 
which are useful for the performance of the N&C teams and 
add value to the current N&C team dashboard. 

 

After labeling all relevant parts within the interviews, the next step is to analyze the infor-

mation for each label combined and determine a summarized outcome. The last step will formulate 

concrete conclusions from the combined results from the interviews 
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4.3.3.1 User-friendliness 

The green labels indicate a comment related to the user-friendliness of the N&C team dash-

board is clear. The results are presented in table 4.8. 

Table 4.8: positive and negative points related to user-friendliness 

Positive Points Negative Points 

- Well structured 

- Easy to navigate through 

- Areas on which the employees score is 

clearly visible 

- Trend in data is easy to observe 

- Visual expression 

- Clearness of the layout can be im-

proved (e.g. information which is not 

used should be removed like the big 

team selection list) 

 

4.3.3.2 Satisfaction 

The dark green labels indicates that the interviewees are very satisfied with the N&C team 

dashboard. The dashboard functions positively in practice among the employees. It is a completion 

to their daily processes. All information visible is ideal to understand the performance better, which 

they have to achieve. The only deficiency indicated is the colors in the dashboard. These colors 

are not consistent. The consistency of the information presentation can be improved. 

4.3.3.3 Understandability 

The yellow labels show that the interviewees doubt if they get the information right. Con-

sistency and the availability of the data is something the interviewees think can be improved. It 

has to be watched out for that there are not too much performance measures created. Also interest 

has to be created among the employees because some managers indicate that employees are not 

active working with it, especially when their team is doing well. 

4.3.3.4 Support and support material 

The red labels indicate that the interviewees suggest much improvement in this category. 

Although the N&C team dashboard looks good and serves its purpose, it is stated that the support 

for helping employees understand the performance measures is insufficient. It is stated that em-

ployees do understand the values but have no clue how to work with these values. Personal clari-

fication and its coherent documentation can be improved a lot. It has to become a topic within the 

team discussions in order to create their interest. They indicate that employees have to receive 
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education on how to work with the dashboard, because this is key in the new roll and business 

processes of the care provider’s function. They are required to work with performance measures. 

4.3.3.5 Current improvements 

The pink labels assess the current performance measures on the N&C team dashboard and 

what to improve on it. The most important findings are; availability and consistency of the infor-

mation displayed by the performance measures, presentation, more detailed level of information 

(drill through from team level to employee level), integration of the at this point informally used 

and not integrated performance measures into the N&C team Dashboard, other software which has 

a higher functionality for the current performance measures (Comparing teams scores with the 

total of MeanderGroep), and give suggestions for improvements when the score within a team is 

below the norm. 

4.3.3.6 Additional performance measures 

This is the most important section from the interview results for the purpose of this thesis. 

This section reveals which additional performance measures are required. Analyzing the answers 

given by the interviewees three main additional performance measures areas are required. Sugges-

tions about possible performance measures are opted by the interviewer during the interview. This 

lead to the result that these suggested performance measurements where accepted by the inter-

viewee as plausible result. The suggestion was done to guide the interviewee in the right direction. 

The interviewee was given the opportunity to also address other performance measurements. The 

first discovered area is employee satisfaction. According to the interviewees practical experience, 

this has to be measured dynamic and not in static way in order to receive more reliable and more 

objective answers. It contributes greatly to the internal and external quality provide by the N&C 

teams and their coherent employees. An appreciation system would also help to improve the ap-

preciation between employees in the current tense and changing environment. The second area is 

customer satisfaction. This is important to implement into the business process landscape in order 

to benchmark the organization and justify the organizations behavior to external stakeholders, and 

also to ensure internal and external quality. The last area is related to the formation deployed in 

the CNCE teams. It has to be made visible; which expertise is active, the plus and minus hours of 

the employees, the sickness rate within teams, or the amount of FTEs used. 
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4.4 Conclusion 

MeanderGroep is placed in context as an organization with; an exploitative goal, an overall 

management process oriented nature regarding BPM, a large organization with a willingness to 

improve BPM, and operating within a medium uncertain and medium competitive environment. 

MeanderGroep is developing itself on level three of the BPMM. This is partly visible by the finan-

cial performance measures they deploy and the use of the N&C team dashboard. The other part is 

explained by the desire for additional BSC categories. At the moment the financial performance 

and cost BSC category is active within MeanderGroep. MeanderGroep is willing to improve a lot 

regarding BPM and subsequently implement more BSC categories.  

Combining the results from the survey and the interviews, the following main conclusions 

are obtained. The employees are overall satisfied with the layout and user-friendliness of the de-

ployed N&C team dashboard. They experience a decent to insufficient support and indicate that 

the dashboard is too short in use to give value added response. But overall they are satisfied with 

the current performance measures on the N&C team dashboard. Improvements can be made within 

the area of the availability and consistency of the data. In the future it is logical to invest in software 

with more functionalities regarding the performance measures. The employees indicate that clarity 

of the dashboard is key to understanding the performance measures displayed. More clarification 

towards the use of the performance measures via multiple implementation advice is required (per-

sonal, education, etc.) while simultaneously creating interest regarding the performance measures. 

This feedback on the current dashboard serves as input for the implementation advice, in order to 

address the major issues when implementing performance measures within new or current business 

processes in MeanderGroep. The research revealed that three possible additional performance 

measurements categories are desired to be developed; employee satisfaction, customer satisfaction, 

and formation related performance measures. These performance measures are respectively related 

back to BSC categories; Employee orientation, Customer satisfaction and Customer focus, and 

Organizational flexibility (part of Internal Business Processes, Reliability, Flexibility and, Quality). 

Table 4.9 provides an overview of the BSC categories, already operational, desired, under con-

struction, and not present. Performance measures which are not present are also not named within 

the interviews. This is further discussed in Chapter 6. 
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Table 4.9: BSC categories and their status 

BSC category Opera-

tional 

Desired Under con-

struction 

Not pre-

sent 

Financial Performance and Costs X    

Customer satisfaction and Customer 

focus 

 X X  

Internal Business Processes, Relia-

bility, Flexibility and, Quality 

informally X   

Learning and Growth    X 

Employee orientation  X partly  

Environment, Community, and So-

cial Performance 

   X 

Time Management    X 

Safety    X 
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5 Implementation advice for MeanderGroep 

As indicated before, this master thesis project is conducted for the elderly/home care or-

ganization MeanderGroep. The N&C cluster within MeanderGroep is the focus of the master thesis 

project. In the result chapter relevant BSC categories are defined specific for the context of Mean-

derGroep. These BSC categories are; Employee oriented performance measures, Customer satis-

faction and customer focus oriented performance measures, and organization flexibility perfor-

mance measures. Due to the fact that limited time is available for the master thesis project to de-

velop an implementation advice for each of the desired categories, only one category is selected. 

This is done after a discussion with the director of the N&C cluster. This director indicated that 

currently other teams in the organization are focusing on customer satisfaction and customer ori-

ented performance measures. In order to prevent confusion it is decided not to focus on this BSC 

category. Organizational flexibility is observed to only be a translation from current existing in-

formation into the existing N&C team dashboard. This is a more suitable implementation for HRM 

professionals. After further discussion it is concluded that the employee oriented performance 

measures are the focus of the implementation advice created for the N&C cluster within Meander-

Groep. Besides other significant areas, employee oriented performance is an important part within 

the lean principles (PASSIONNED GROUP, 2017). The implementation advice on the employee 

oriented BSC category fits the N&C cluster within MeanderGroep. It is important to note that this 

advice is also the answer for the fourth sub-research question of this research: 

“How are these BSC categories implemented within current or new business processes to 

create innovative practices?” 

The question is thus; how are employee oriented performance measures implemented 

within the business process landscape of the N&C cluster to create innovative practices? As is 

learned from the theory, performance measures are an important part of BPM. The performance 

measures help to evaluate the coherent business processes result indirectly in innovation of these 

processes. This implementation advice describes how these employee oriented performance 

measures are secured within the business process landscape of the N&C cluster.  

The approach to elaborating on the implementation advice is defined as follows. First a 

relevant generic model is selected which guides the construction of the employee oriented perfor-

mance measures and relates the concepts to organizational outcomes. Next relevant theories for 

the implementation are considered to guide the implementation. This literature for implementation 



46 
 

is supported by the obtained issues to concern when implementing performance measures within 

this specific context. This is expected to ensure an even better implementation. The implementa-

tion advice is designed to from a basis for implementing the created advice within the N&C cluster 

of MeanderGroep. 

5.1 Employee oriented measurements 

A generic model consisting of different areas of measuring employee oriented performance 

is selected. The most suitable model found within literature is the JDR-model. The JDR-model is 

an inter-contextual tested model and thus suitable for the context of MeanderGroep. “The Job De-

mands-Resources (JD-R) model is a theoretical framework that tries to integrate two fairly inde-

pendent research traditions: the stress research tradition and the motivation research tradition. Ac-

cording to the JD-R model, job demands are initiators of a health impairment process and job 

resources are initiators of a motivational process. In addition, the model specifies how demands 

and resources interact, and predict important organizational outcomes” (Demerouti & Bakker, 

2011). A visual representation of this model is given in figure 5.1. All relevant identified measure-

ment areas are given in appendix D.1. Some previous research has been done on this model by 

identifying relevant job demands and job resources and their relationship to burnout (Demerouti 

& Bakker, 2011). Burnout is a sub element of the reduced health/energy part of the model. But this 

research is a little outdated. These elderly/home care organization have been through a lot of de-

velopment over this time horizon. It is concluded that no predefined job demand or job resource 

measurement are known for this context. It will be key for the organization to find the relevant job 

demands and job resources which have a significant relationship to the researched organizational 

outcomes. How to find these relationship will be found is described in the implementation section 

5.3. 
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Figure 5.1: JDR-model (Bakker & Demerouti, 2007) 

5.2 Performance measurement team and Plan-Do-Check-Act cycle 

As a preparation for the implementation of these employee oriented performance measures, 

a performance measurement team has to be composed to guide the implementation (Parmenter, 

2015). The team members are; the N&C cluster director, the business and social controller, multi-

ple managers and employees, and an information analyst. This team composition possesses all 

relevant knowledge to construct the desired performance measurements. The main objective of the 

team is to find relevant performance measures with significant relationships to the coherent organ-

izational outcome. 

As discussed before in the assessment of the maturity of BPM within MeanderGroep, it is 

concluded that the business process structure is composed according to lean process management 

principles. Besides the main BPM lifecycle as discussed in chapter 2, the organization is also con-

sists of multiple Plan-Do-Check-Act (PDCA) cycles. The PDCA cycle is often associated with the 

lean created business processes as is the case within MeanderGroep. This makes the PDCA cycle 

suitable for using within MeanderGroep. As the abbreviation describes, the cycle consists of four 

stages. The Plan, Do, Check, and Act stage. The Plan stage describes the goals, norms and plans 

which are set for the organization and their coherent business processes. The Do stage describes 

in detail how these business process are executed in order to achieve the goals, norms, and plans 

from the plan stage. The Check stage measures performance related to the goals, norms and plans 

from set in the plan stage. Lastly the Act stage discusses how the plans have to be adjusted accord-

ing to the outcomes of the Check stage. The three distinguished PDCA cycles within an organiza-

tion is separated on strategic, tactical, and operational level (Nieuwenhuis, 2017). 
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5.3 Implementation 

The implementation will consist of two steps. The first step is to create a PDCA cycle for 

the employee oriented performance measures. The performance measurement team is in charge of 

this PDCA cycle. The main goal of this PDCA cycle is to design employee oriented performance 

measures which measure a predefined organizational outcome. To create these performance 

measures within the BSC category, the JDR-model is used as starting point. The cycle starts with 

the Plan stage. The plan stage starts by an initial meeting between the members of the performance 

measurement team. The team members define an organizational outcome which they want to re-

search. This organizational outcome is selected from the organizational outcomes given in appen-

dix D.1. To illustrate this process the organizational outcome absenteeism is selected. A research 

question according to this absenteeism has to be composed. E.g. which employee oriented factors 

result in absenteeism? After defining the research questions, relevant concepts (Schaufeli & Taris, 

2014) from both job demands and job resources are selected which can be factors of the absentee-

ism. This is done on the basis of the knowledge of all team members. For each of these concepts, 

survey questions are available within literature. The performance measurement team has to com-

pose a survey based on all the selected categories. Also survey questions for the organizational 

outcome are to be added. The survey will thus consist of questions researching concepts within job 

demands, concepts within job resources, and questions researching the organizational outcome. At 

this point the plan stage is terminated. The Do stage is initiated. This stage describes how the data 

is collected. As an important result from the interviews, it is key to not put more strain on the N&C 

employees by requiring them to fill in a big survey at once. Therefore it is decided to split up the 

data collection into 1 or 2 questions at a time at random points in time during the execution of an 

employee’s business processes. This is realized via a newly created application. Each employee 

within the N&C cluster uses an IPad to support their core business processes. A compatible appli-

cation has to be developed. This application is developed by an external company, due to the fact 

that internal knowledge is not sufficient to develop the application. The idea of the application is 

to generate push notification to the employee which enables the employee to quickly answer the 

question without consuming a huge amount of time. A due date is determined by the performance 

measurement team when the survey has to be completed by the employees. The application is 

programmed in such manner that all questions within the survey are pushed to the employee in 

order to answer them and collect all required data before the end of the determined time horizon. 
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In order to make sure that the moment the employee answers the questions does not influence the 

answer, each question is asked multiple times in order to ensure the validity and reliability of the 

data. To clarify this applications process an example is given below. 

Example: the employee oriented question to be answered is: What are factors determining 

the absenteeism of employees? This concerns the negative outcome category Absenteeism (appen-

dix D.1). The coherent chosen concepts to measure are; Physical demands, Emotional demands, 

Role conflict, and Work overload. This because the performance measurement team expects these 

to be the causal concepts. Each concepts consists of 4 survey questions which result in a survey 

containing (4x4=) 16 survey questions. The outcome is measured by 4 questions. It is determined 

to ensure the validity that the questions are pushed on 2 different points in time, resulting in a total 

to answer amount of questions equal to (2*20=) 40 questions. A time horizon of 3 periods of 4 

weeks to collect the data is determined. This 3 periods representing (4*5*3=) 60 days to answer 

the questions. The employees has to answer approximately 1 questions per 2 days. 

At the end of the time horizon determined the do stage is terminated. The Check stage is 

initiated. Within this check stage the information analyst is going to test the relationships between 

the concepts chosen and the related outcome. The relationship will be statistically tested in order 

to form grounded relationships. The results of the survey are prepared and transformed into under-

standable results for the performance measurement team. The check stage is terminated. The Act 

stage is initiated. At this point all team members come together and discuss the results of the survey, 

presented by the information analyst. It is evaluated if the factors selected show a significant rela-

tionship with the defined outcome. From this point onwards there are two options, the first option 

is that a significant effect has been found between a factor and outcome. In this case the factor is 

determined a significant factor for determining the researched outcome. The second option is that 

the relationship between a factor and an outcome is not significant. In this case the factor is dis-

carded. The survey thus results in a determined amount of significant factors and non-significant 

factors. From this point onwards, the team has to determine whether to select other factors or to 

stop the cycle and determine that enough factors are determined. In the first situation, the team 

keeps on going through the stages of the cycle until the second situation is reached. This process 

is done for each research question the performance measurement team creates. In figure 5.2 the 

process is visualized for extra clarification. 
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Figure 5.2: Employee oriented performance measures PDCA cycle 

5.4 Implementation into business process management landscape 

The created significant factors from the performance measurement are ready to be imple-

mented within the N&C cluster. This done within two views regarding the organizational processes. 

The first view is implementing within the management process landscape. This done by imple-

menting these performance measures within the strategic, tactical, and operational PDCA cycle. 

The second view is implementing these performance measures within their coherent BSC category 

within the business process landscape of the N&C cluster within MeanderGroep. This is done with 

respect to the BPM lifecycle. Each implementation is described. 

5.4.1 Implementation within management process landscape 

This implementation is displayed in figure 5.3. It can be observed that the management 

process landscape consists of three different PDCA cycles which interact with each other. The 

strategic PDCA cycle coordinates the tactical cycle via strategic created plans. The strategic cycle 

coordinates the operational cycle via tactical created plans. This shows the downstream flow of 

information from the strategic level down to the operational level. From the operational level, an 

upstream flow is visible. Via reporting from the Check stage and outcomes from the Act stage, 

information flows from the operational level to the tactical level. Information flows from the tac-

tical level to the strategic level in the same way. This information flow is visually represented by 

the green arrows in figure 5.3. Implementing the significant factors within the management process 

landscape is explained as follows.  
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Figure 5.3: Implementation of employee oriented performance measures within business process manage-
ment structure. 

First goals, norms, and plans have to be created on strategic level regarding these signifi-

cant concepts, depicted as the red arrow in figure 5.3. These created goals, norms, and plans are 

translated into related goals on tactical and operational level via the downstream information flow. 

If goals, norms, and plans are created, performance will be measured on the operational level where 

the employees are located. This data will be collected and stored in an internal database. The results 

of the validated concepts are than displayed on different abstraction levels to each organizational 

PDCA cycle. This is visible by the three different purple dotted lines in figure 5.3. In the act stage 

the results of these performance measures are evaluated and the coherent goals, norms, and plans 

are adjusted. This secures business process innovation within the organizational management pro-

cesses landscape caused by the implementation of the employee oriented performance BSC cate-

gory. Via the upstream information flow the strategic goals, norms, and plans can be opted for 

discussion within the performance measurement team. This can result in change in the set goals, 

norms, and plans. Via the downstream information flow adjustments are made in goals, norms, and 

plans on the tactical and operational level. 

Example: A determining factor for the absenteeism of employees is significantly proven to 

be physical workload. Goals, norms, and plans are set on strategic level and translated, via the 

downstream information flow, into goals, norms, and plans for the tactical and operational level. 

It is stated in these plans that the physical workload has to decrease. The output from the meas-

urement should be lower than a 6 (e.g. a previous measure of 8) on a scale of 1 to 10. This is 
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achieved by providing employees with tools which have been proven to reduce physical workload 

in the setting of the N&C employee. The performance of this factor is measured during a period of 

time via the same dynamic way. In the check phase it is determined that the value is 5.8. It is 

concluded that the value to achieved. Also the measures for absenteeism have dropped. It is 

checked if the actual absenteeism has dropped. It is evaluated if the set goals, norms, and plans 

are achieved. The performance measurement team can decide what action has to be taken next. 

This is either trying to reduce the workload even more, focus on other significant factors, or assess 

that other outcomes of the JDR-model are focused on.  

Multiple performance measures coherent with their outcomes can have goals, norms, and 

plans at the same time. This depends on the amount of research questions determined by the per-

formance measurement team. The team can decide at any point what research question is re-

searched. The only bottleneck to this is that not too much areas are being researched. This will 

create a too high amount of questions pushed to the employee. This because at some point in time 

new concepts are research while simultaneously measuring new performance of the proven factors. 

5.4.2 Implementation within business process landscape 

The implementation within the business process landscape is a little different.  As indicated 

within the literature chapter, a BSC category containing performance measures has an indirect 

effect on innovating processes. The created performance measures from the performance meas-

urement team are part of the BPM lifecycle. As explained in the previous section, on the basis of 

the outcomes of performance measures actions are taken. These actions result in small or major 

innovations within the business process. By acting up on the set plans, norms, and goals the co-

herent business processes are being innovated. This can in its turn result in effects on for example 

the financial perspective BSC category within the organization, which are visible in the monitoring 

of the processes. 

5.4.3 Issues to concern 

From the results it is obtained that a few issues have to be concerned before, during, and 

after the implementation. The most important issues to concern are the following. The data has to 

be clearly presented within the coherent dashboard. The reliability and availability of the data is 

important to avoid confusion among the employees and between teams. But the most important 

issue is the education towards the use of the performance measures. For higher level management 

it is key to understand what the JDR-model is. This master thesis already explains the JDR-model. 
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Further understanding can be obtained from combining external sources into a document which 

can be read by the employees if necessary. The lower level employees have to be educated about 

the use of these performance measures. Managers have to clearly explain what actions are to be 

taken on operational level. Besides the education to provide to the employees, interest towards the 

use of these performance measures has to be created. By creating this interest and educating the 

employees, more benefits can be obtained from the use of the performance measures. Employees 

are actively involved in the innovation generated by the implementation of these performance 

measures structured in the coherent BSC category. 
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6 Discussion 

This master thesis project aims to answer the in chapter 1 defined research question; 

“Which balanced scorecard categories have to be implemented within the business process land-

scape of the elderly/home care organization MeanderGroep to foster business process innovation?” 

More specifically, the study identified the BPM maturity level of MeanderGroep and subsequently 

the N&C cluster of MeanderGroep, identified desired performance measures within the N&C clus-

ter of MeanderGroep, and linked these performance measures back to their coherent BSC category.  

Performance measures structured in a BSC category foster business process innovation. 

Within this BSC initiatives are developed in order to reach set targets for performance measures 

to reach within a distinct BSC category, based on the objectives determined according to the or-

ganizational strategy and vision. These initiatives enable business process innovation by adjusting 

the business processes from which the performance measures are obtained. As argued in chapter 

1, innovation of business processes is needed within the N&C cluster of MeanderGroep operating 

in the elderly/home care organization context. Due to the fact that this master thesis project is 

conducted for MeanderGroep, practical issues when implementing performance measures within 

the organization are discovered. These issues can be translated into general best practices when 

implanting performance measures. Additional to these practical implications, this master thesis 

project provides MeanderGroep with an advice on how to implement their desired performance 

measures. 

6.1 Theoretical implication 

It is found that the organization is operating on business process maturity level three (OMG, 

2008). Development of performance measurement is an important step within this level. This or-

ganization has a desire to develop more performance measures, which are not financially oriented, 

as stated by BSC literature (Kaplan & Norton, 1996). These authors argue that organizations tend 

to focus too much on financial performance. This is also found to be the case for MeanderGroep. 

Also evidence is found that non-financial measures are upcoming and desired. Several additional 

desired performance measures are identified.  

In order to link back the desired performance measures to a coherent BSC, it is argued that 

the original BSC categories (Kaplan & Norton, 1996) are not sufficient to encompass all perfor-

mance areas of today’s organization. In chapter 2 a BSC is composed from different literary 

sources in order to compass all possible performance categories within an organization. 
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As Parmenter (2015) already suggested to add two categories to the original BSC, this 

research found that the addition of employee oriented performance measures as a separate BSC 

category is a valuable addition to the existing BSC literature. This finding confirms the suggested 

additional category employee orientation by Parmenter (2015). Furthermore performance 

measures are desired within the BSC category customer satisfaction and customer focus as sug-

gested by Kaplan and Norton (1996), Parmenter (2015), and Bhatti et al. (2014) are desired. Also 

performance measures within the BSC category internal business processes, reliability, flexibility, 

and quality are desired. These especially within the flexibility category as suggested by Bhatti et 

al. (2014). Other BSC categories are not identified within this research. This does not necessarily 

imply that the other BSC categories as defined in literature are not relevant. This is partially ex-

plained by the fact that some performance measures (customer satisfaction and employee satisfac-

tion) have been suggested during the interviews. The intention was to guide the interviewee in 

thinking in terms of performance measures based on the organizations strategy. This unintention-

ally resulted in performance measures relating back to the employee oriented BSC category and 

the customer satisfaction and customer orientation BSC category. Although these suggestions have 

been made it is argued by the researcher that if other example performance measures where sug-

gested, still the current discovered performance measures where indicated by the interviewees. 

The validation of this is further discussed within chapter 7. 

6.2 Managerial implications 

This master thesis project described an advice for MeanderGroep on how to implement the 

desired performance measure of the employee oriented BSC category. Two important views within 

BPM have been concerned during for this advice. The first view concerns the business process 

management landscape of the organization. The second view concerns the placing within the BPM 

lifecycle. It is suggested that before writing an implementation, the organization is carefully ex-

amined and adjusting the implementation according to this. 

From the case of MeanderGroep, valuable points for managerial implications are found. 

These managerial implications are obtained from the survey and the interviews held among em-

ployees of the N&C cluster within MeanderGroep. These two data collection methods discovered 

issues which have occurred before, during, or after the implementation of performance measures 

within MeanderGroep. These issues are split up into three categories. The first category is the 

availability and consistency regarding the data displayed on the coherent dashboard. Inconsistency 



56 
 

and lack of availability of the data causes disturbance among employees and teams and their co-

herent processes. Software which fits the requirements of the data and the organization is highly 

suggested. The second category implies the education of the employees regarding the use of the 

implemented performance measures. It is important to educate the users of the performance 

measures to what they mean and what they can do with them. This is in line with the 12 step 

implementation framework for performance measures suggested by Parmenter (2015). The third 

category concerns the interest employees have regarding the performance measures. The im-

portance of the use has to be clearly explained and how these can influence their primary process. 

This creation of interest is also mentioned by Parmenter (2015) as a concept within creating com-

mitment. By reviewing the six core elements of Roseman et al. (2015), this would concern the core 

element people. This research provides a valuable addition to mention within this element. This 

element primarily focusses on the knowledge, skills, and expertise regarding business processes. 

More soft areas are not included in this element. This research provides evidence for including the 

creation of interest among employees as in line with Parmenter (2015).    
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7 Future research and limitations 

The data collection methods within this master thesis project have some unpredicted weak-

nesses. These weaknesses are not related to the data collection methods themselves. The time be-

tween the survey and the implementation of the current performance measures was too short as 

the results indicate. Multiple employees argued that at this point in time they could not provide 

valuable feedback on the N&C team dashboard. The survey has to be send again to the employees. 

It is recommended to use the same approach in order to compare the obtained results.  A compar-

ison has to be made between the first survey and second survey. It has to be researched if the 

outcomes between the two surveys significantly differ. This would validate or alter the outcomes 

of the results presented within this research. It has to be researched if the point in time is the only 

factor that determined this medium amount of value added response.  

Secondly it is suspected that the opted performance measures (customer satisfaction and 

employee satisfaction) influenced the outcome of the desired performance measures and their co-

herent BSC category. The interviews have to be done again following the same approach. Only 

this time the interviewer should either not name any performance measure or display all BSC 

categories with multiple performance measures serving as an example within these categories. 

Research has to determine if the same BSC categories are obtained when either suggesting all BSC 

categories or none of these. 

Besides the indicated limitations of the research, this master thesis also opens new doors 

for possible future research. This research discovered desired BSC categories for the specific con-

text of MeanderGroep within elderly/home care organization context. It has to be further examined 

if the same BSC categories are desired within similar organizations operating in the same context. 

But also the implementation has to be followed up. Further research has to indicate that the advised 

implementation indeed results in the innovation of business processes. Additionally it has to be 

discovered if the advised implementation would be the same for these other organizations. This 

would generate a tool specific for this context to implement new found performance measures and 

their coherent BSC categories. Only the used model (e.g. JDR-model) specific to each category 

would change. This would really be a very helpful tool for organizations operating in the same 

organizational context to deal with the upcoming changes as indicated in chapter 1. 

Finally it is possible to set up a new research, focused on discovering significant relation-

ship of the JDR-model within the elderly/home care organization. This in order to create theoretical 
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models derived from the JDR-model to measure certain determined phenomena. Previous research 

already showed some significant relations around burnout within four homecare organizations 

(Bakker, Demerouti, Taris, Schaufeli, & Schreurs, 2003) 
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9 Appendices 

9.1 Appendix A.1: Organogram Cluster Verpleging & Verzorging Extramural 
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9.2 Appendix A.3: Methodology 

Below a table is given with respect to the structure of the questions within survey of the 

N&C team Dashboard. 

SECTION NUMBER – QUES-

TION NUMBER – CHARAC-

TERISTIC 

MEASURE-

MENT SCALE 

ANSWERING POSSIBILITIES 

1-1 gender Nominal Scale Male - Female 

1-2 age Ratio Scale Measured in years 

1-3 function years Ratio scale Measured in years 

1-4 District Nominal scale All Districts 

2-1 satisfaction Interval Scale Very Unsatisfied- Very Satisfied 

2-2 layout Interval Scale Very Unsatisfied- Very Satisfied 

2-3 user-friendliness Interval Scale Very Unsatisfied- Very Satisfied 

2-4 frequency Nominal Scale Multiple times a day – not yet seen it 

3-1 usefulness Interval Scale Very Unsatisfied- Very Satisfied 

3-2 received support Interval Scale Very Unsatisfied- Very Satisfied 

3-3 other remarks section 3 Open Question Textual answer 

4-1 improvements Open-ended 

question 

Textual answer 

4-2 additional performance 

measures 

Open-ended 

question 

Textual answer 

4-3 other remarks section 4 Open-ended 

question 

Textual answer 
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9.3 Appendix A.2: Strategy, mission, and vision 

The strategy is summarized within six points which are called the Meander-certainties 

(MeanderGroep, 2016). These six points and their explanation are obtained from the year report 

of MeanderGroep (MeanderGroep, 2016) and given in table 9.1. MeanderGroep also defines a 

mission, consisting of five different components. These components are summarized within table 

9.2. Lastly the vision of MeanderGroep is characterized by the abbreviation; AMDRE. Meander-

Groep wants to be; Ambitious, Motivating, Distinctive, Realistic, and Existing. The mission and 

vision are derived from the strategy of MeanderGroep.  
Table A.1: Six Meander-certainties 

Meander-Cer-
tainties 

Explanation 

1. One with its 
environment 

MeanderGroep is Parkstad. They know what occurs within their envi-
ronment and anticipate on specific local and regional circumstances, im-
plying housing as well as the labor market. 

2. For everyone MeanderGroep does not only ‘reaps the benefits’, but is there for every-
one and thus does not stop when services are not profitable. 

3. Partner in so-
cial entrepreneur-
ship 

MeanderGroep moves with developments in society and makes an ac-
tive contribution to a viable future for care and support in Parkstad. 

4. Opportunities 
for everyone 

As one of the biggest employers in the region, MeanderGroep is a big 
source of employment opportunities. In the shrinking and aging society 
a shift in orientation and a broadening view is required regarding the job 
market, education opportunities, and people who need a helping hand 

5. Strongest ser-
vice chain organi-
zation within the 
region 

MeanderGroep has a strong intern as well as an extern service chain. 
This is realized within the area of provision of care and wellbeing, and 
housing. Via multiple outlets as a Visible link, District teams and Chain 
care dementia this chain is secured within practice. 

6. No words but 
deeds 

MeanderGroep invests in developments, initiatives, and project which 
show a viable business opportunity. Even when the costs are higher than 
the financial benefits. 
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Table 9.2: Five components of the mission of MeanderGroep 

Component Elaboration 
Operating Environment Zuid-Limburg. 
Right to exist Delivering the best care, with a little plus. 
Significance towards 
stakeholders 

High customer focus, Following up on arrangements, attention 
for each other (awareness between employees). 

Standards, Values, and 
Convictions 

Correct and friendly towards clients and other employees, can 
place themselves in other people situation and act conform to 
agreements made. 

Intentions & Ambitions Spot and create awareness for weak spots within the organiza-
tion, efficient and clear organization, competitive, and open to 
new developments and respond to these. 
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9.5 Appendix B.1: N&C team Dashboard visualization 
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9.6 Appendix C.1: Labeled interviews 

9.6.1 Interview Director Cluster V&V 

Interview MeanderGroep V&V team Dashboard 
Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?     Ja 

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

Ik vind het heel erg fijn, maar moet nog even wennen om het toch dagelijks te bekijken. Ik 

heb ook het totale meander resultaat erbij staan en vind het dus fijn dat de V&V teams er apart bij 

staan. Ik hoop steeds dat ik de interpretatie goed heb en soms merk ik dat de gegevens niet zijn 

bijgewerkt, dit zou fijn zijn als dat aangegeven kan worden. Beschrijving van het dashboard heb 

ik wel ontvangen maar nog niet gelezen. Ik vind het overzichtelijk en duidelijk en ben tevens ook 

zeer blij dat we het hebben. Het is goed opgebouwd en ben er zeer tevreden over. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

Ik wil een melding hebben als de gegevens niet zijn bijgewerkt. Ik zou het niet beschikbaar 

stellen als de gegevens niet beschikbaar zijn. In de praktijk fungeert het zeer positief voor de me-

dewerkers, alleen moet er voor gewaakt worden dat het niet te groot wordt. Er moet gekeken wor-

den naar vaste en flexibele parameters die gebruikt kunnen worden.  

Thema 3 
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Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard? 

het is zeer belangrijk om de gegevens uit ONS-dossier te laten zien aan de zorgverzekeraar 

met betrekking tot klant tevredenheid. Ik zou het zeer fijn vinden als klanttevredenheid dus terug 

zal gaan komen in het dasboard, wat ook een stimulans kan zijn voor de medewerkers in de praktijk. 

Dit zou dan per team beschikbaar moeten zijn. 

Hierbij denk ik zelf aan een systeem meer dynamische meting wat de Klanttevredenheid 

is, denk hierbij aan een vraag die verschijnt bij de medewerker op de IPad en een vraag stelt, uit 

een set van vragen, aan de klant en dit met enige regelmaat laten verschijnen. Hoe sta jij hierin? 

Het implementeren van klanttevredenheid zou een goede aanvulling zijn. Deze zou dan 

wel gekoppeld kunnen worden aan de bestaande klanttevredenheid uit ONS-Dossier. Vervolgens 

zal medewerkers tevredenheid ook erg belangrijk zijn. Ik denk aan dat bij het einde van de werkdag 

wordt gevraagd hoe tevreden ze waren over hun werkdag. En meer van dit soort vragen. Deze twee 

metingen zouden een mooie aanvulling zijn voor de teams. 

9.6.2 Interview Business Controller 

Interview MeanderGroep V&V team Dashboard 

Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?      Ja 

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 
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Ik vind het dashboard goed. Het geeft alle informatie gedetailleerd weer op elk gewenst 

moment. Het is een ideale toevoeging voor mijn werk en zeker ook voor de zelfsturende wijkteams. 

Toch vind ik dat het soms lastig te begrijpen is voor de medewerkers uit de zorg, maar met goede 

uitleg en ondersteuning zullen ze dit wel moeten kunnen begrijpen en ermee werken. Je merkt 

zodra de teams persoonlijk uitleg krijgen het beter begrepen wordt, en wat ermee bereikt kan wor-

den. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

Zelf vindt ik de technische problemen vervelend. Het komt soms voor dat de gegevens of 

niet actueel zijn of ze kloppen niet door een fout in het systeem. Continuïteit en beschikbaarheid 

vindt ik daarom een belangrijk thema voor verbeteringen aan het huidige dashboard. Wat verder 

nog verbeterd kan worden is het detailniveau van de bestede indirecte tijd. Een verdieping tot 

medewerkersniveau zou een goede aanvulling kunnen zijn. Wat ik wel jammer vindt is dat het 

systeem zelf best wat beperkingen heeft, zoals de kleuren of bepaalde weergaves van cijfers. In de 

toekomst zou het handig zijn als het huidige systeem vervangen wordt door een systeem met hogere 

functionaliteit, zoals het vergelijken van de gegevens op team niveau met de gegevens van het 

totale cluster niveau zonder te moeten switchen tussen verschillende dashboards. 

Thema 3 

Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard, zelf 

denk ik aan medewerkerstevredenheid of klantentevredenheid? 

Zelf vind ik de metingen Klanttevredenheid en medewerkerstevredenheid een hele goed 

aanvulling op het huidige dashboard. Dit vloeit namelijk voort uit de missie en visie vanuit het 

cluster V&V. het draagt goed bij aan de beoordeling van de kwaliteit die teams zowel intern als 

extern leveren. Het in kaart brengen van de FTE inzet op basis van verschillende factoren als 

verzuim, deskundigheid, plus uren of andere factoren is een goede toevoeging om de zelfsturende 

teams nog efficiënter te maken. Het inzicht wat uit deze gegevens gehaald kan worden draagt bij 
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aan het efficiënter maken van de zelfsturende teams. Mocht er ooit een dashboard komen met meer 

functionaliteit komt, kan er ook over andere gedetailleerde metingen gedacht worden. 

9.6.3 Interview Social Controller 

Interview MeanderGroep V&V team Dashboard 
Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?      Ja  

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

Ik vind het heel erg fijn. In het begin moest ik toch even de weg vinden en waren de grafie-

ken nog niet helemaal op orde. Soms is de dat niet altijd beschikbaar. Wat ik fijn vind is dat je zo 

gemakkelijk ziet waar je nou precies op scoort. Het is zeer toegankelijk. De beschrijvingen zijn 

waarschijnlijk nog niet door alle medewerkers gelezen. Ik vind wel dat de zorgmedewerkers met 

cijfers moeten kunnen werken met de voorwaarde dat het wel goed uitgelegd worden. ze moeten 

hierbij goede ondersteuning krijgen. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

De kleuren vind ik lastig, omdat deze constant veranderen. Op een gegeven moment koppel 

ik iets aan de kleur en dan veranderd dit toch steeds. De overzichtelijkheid van het dashboard mag 

ook verbeterd worden. Maar voor de rest vindt ik het een zeer duidelijk dashboard. 

Thema 3 
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Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard, zelf 

denk ik aan medewerkerstevredenheid of klantentevredenheid? 

De inzet van het personeel zou voor mij een nuttige toevoeging zijn. Kijk dan naar plus en 

min uren, formaties, etc. Het aantal FTE kan dan veel beter aangestuurd worden. Ook verlof is 

een goede toeging voor op het dashboard. Ook meer gedetailleerde informatie zou het dashboard 

nog overzichtelijker maken. Dit zal ook een goede toevoeging zijn voor de zelfsturende teams. Zelf 

kijk ik vooral naar stuurinformatie gerelateerd in het gebied van personeel en organisatie. 

9.6.4 Interview Manager 1 

Interview MeanderGroep V&V team Dashboard 
Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?     Ja 

 Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

Bevindingen 

Ik vind het Dasboard zeer positief. Ik kan in een oogopslag de parameters hoe de teams 

presteren zien. Ik kan de trend in de cijfers gemakkelijk zien, waar ik enige tijd terug nog alles zelf 

moest maken. Dit is dus een enorme verbetering in de werkwijze als ik naar mezelf kijk. Ik ervaar 

dit als zeer positief. Wat ik als kritiek zou willen geven is dat de percentages soms lastig te begrij-

pen zijn voor de medewerkers. Dit percentage zou in uur weergave misschien duidelijker zijn voor 
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de medewerkers. percentages zijn minder grijpbaar dan percentages voor mensen die niet met cij-

fers werken. Dit kan doormiddels een formule teruggerekend worden voor de medewerkers op 

basis van het aantal FTE wat ingezet wordt binnen een team. Maar dit zal ook nog even duren voor 

dat de medewerkers doorhebben wat nu de functionaliteit is van het dashboard. 

Vind je dat de medewerkers dit wel zouden moeten kunnen (het begrijpen van cijfers)? 

Ja, vanuit meander wel, kijkend naar de zelfsturende teams moeten ze weten aan welke 

knoppen ze kunnen draaien. Maar op een gegeven moment bereik je wel het denkniveau wat niet 

meer verwacht mag worden van de huidige medewerkers. hier zullen dan andere oplossingen voor 

bedacht moeten worden. Denk aan één persoon binnen de groep die dit denkniveau wel heeft. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

Voor de huidige periode dat het dashboard er is, vindt ik dit voldoende. Misschien dat ik in 

de nabije toekomst hier een ander antwoord op heb, maar voor nu sluit de informatie aan bij de 

vraag. Zie ook vorig antwoord. 

Thema 3 

Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard? 

Het verzuim. Dit is ook iets waar de teams op moeten sturen. Het inzetten van het aantal 

FTE is ook onduidelijk. Kijk dan naar het begroot FTE en wat is gerealiseerd aantal FTE. Maar 

dit is op dit oment nog aan de manager. Zelf haal ik dit al uit andere databronnen. Maar het zou 

fijn zijn als ik het in één overzicht zou zien. Nu zie ik ook de informatie van de teams los, maar 

mijn gebied samen zou ook fijn zijn.  

Zelf zit ik te denken aan richting als klanttevredenheid of medewerker tevredenheid. 

Ik vraag me af hoe dit dan gemeten zou moeten worden. Ik denk wel dat de medewerkers 

hier een toevoeging van zien en dit als een goede aanvulling zullen ervaren. Als beer op de weg 

zie ik wel dat dit zeer moeilijk te meten zal zijn. Op dit moment wordt dit twee keer per jaar 

gemeten. 
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Hierbij denk ik zelf aan een systeem meer dynamische meting wat de Klanttevredenheid 

is, denk hierbij aan een vraag die verschijnt bij de medewerker op de IPad en een vraag stelt, uit 

een set van vragen, aan de klant en dit met enige regelmaat laten verschijnen. Hoe sta jij hierin? 

Ik denk wel dat dit een goed idee zou zijn. Het zal een goede manier om de klanttevreden-

heid te meten. 

Voor de rest proberen de medewerkers uit de wijk te sturen op het aantal uren wat aan zorg 

geleverd wordt. Er wordt geprobeerd te kijken naar zorg te leveren welke niet uitstel baar, of nood-

zakelijk is. Het dashboard draagt hier niet in grote mate aan bij. Het is een middel om de trend 

weer te geven hoe de teams ervoor staan. Het geeft het team inzicht hoe ze scoren op bepaalde 

gebieden. Wij proberen ze bewust te maken wat er op het dashboard staat, wat het betekend en aan 

te geven wat ze ermee kunnen. Maar het blijven zorg mensen. Het is een soort cultuurverandering. 

De denkwijze zal toch anders moeten in het kader van zelfsturing. 

9.6.5 Interview Manager 2 

Interview MeanderGroep V&V team Dashboard 
Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?     Ja 

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

Het heeft heel lang geduurd voor dat het goed functioneerde, voordat gegevens functioneel 

waren. Er kon niet meteen mee gewerkt worden waardoor het voor verwarring zorgde binnen de 



  
 

 

76 
 

 

 

teams. Nu staat het vast op de agenda binnen de team overleggen. Deze worden ongeveer 1 keer 

per maand gehouden. Het systeem zelf is zeer gemakkelijk te bedienen, maar medewerkers moeten 

wel genoeg uitleg ontvangen. De huidige beschrijving is nog niet voldoende. Het moet ook meer 

gestimuleerd worden. Maar we zitten nog in een te vroeg stadium zitten om dit volledig te kunnen 

beoordelen. Visueel vindt ik het wel zeer duidelijk. Het hoort ook zeker bij de huidige maatschappij 

om hier toch mee te kunnen werken. Maar tot in hoeverre moet nog zeker bediscussieerd worden.  

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

Het systeem zou eigenlijk suggesties moeten kunnen gegeven wanneer bepaalde waarden 

binnen de indirecte tijdsbesteding niet aan de norm voldoet. Ook mag er wat gebeuren aan de 

overzichtelijkheid van de huidige metingen. 

Thema 3 

Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard, zelf 

denk ik aan medewerkerstevredenheid of klantentevredenheid? 

Medewerker tevredenheid en klanttevredenheid vindt ik wel een goede aanvullingen. In-

derdaad kan er een dynamischere meting gerealiseerd worden. dit zal hun dan niet veel extra 

moeite kosten. Maar er moet wel in het achterhoofd gehouden worden dat het niet teveel wordt. 

Ook een nuttige aanvulling zou ik vinden, een indicatie als er niet genoeg medewerkers beschik-

baar zijn, maar wel een grote hoeveelheid klanten verzorgd dienen te worden. Of ze dus op forma-

tie werken of dat zij hier van afwijken. Plus en min uren laten zien is ook een goede optie. Als dit 

inzichtelijk is voor de medewerkers wordt dit ook duidelijker. Ook het verlof kan inzichtelijker 

getoond worden.  

9.6.6 Interview Manager 3 

Interview MeanderGroep V&V team Dashboard 

Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 
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worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?      Ja 

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

Zelf gebruik ik het nu op de IPad. Ik vind het nuttig om te gebruiken als ondersteuning 

tijdens de teamoverleggen. Ik merk wel dat medewerkers de beschrijvingen niet doornemen of dat 

ze problemen hebben met inloggen. Maar als ze persoonlijk geholpen worden gaat het vanzelf. Er 

wordt maar basaal naar het Dashboard gekeken. Beter lezen moet beter ondersteund worden. de 

medewerkers weten wel om te gaan met de informatie die er nu op staat, maar er wordt niet verder 

gekeken wanneer er positief gescoord wordt. Maar als ze zelfsturende teams zijn moeten ze zeker 

met deze gegevens kunnen werken. Dit hoort bij de nieuwe rol van de zorgmedewerker. Ze moeten 

hier dan wel de juiste ondersteuning bij ontvangen. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

Ik mis het verzuim op het dashboard. Dit is toch een belangrijk topic binnen de zelfsturende 

teams. Maar echte toevoegingen heb ik niet echt. 

Thema 3 

Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard, zelf 

denk ik aan medewerkerstevredenheid of klantentevredenheid? 

Ik vindt dat dit pijlers zijn van de zelfsturende teams. Deze twee metingen kunnen zeer 

goed bijdragen aan het meten van de kwaliteit welke wordt geleverd vanuit de teams. Dit zowel 
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voor externe kwaliteit als interne kwaliteit. Maar dit moet dan wel op een goede manier gereali-

seerd worden. Ook moet dit besproken worden met de overleggen met de teams en is dit een zeer 

interessante meting met het oog op de zelfsturende teams. 

9.6.7 Interview Employee 1 

Interview MeanderGroep V&V team Dashboard 

Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?      Ja 

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

Ik vind er op dit moment veel opstaan. Veel informatie zichtbaar. De lijst met alle teams 

maakt het onrustig. Ik denk dat veel mensen het gevoel hebben dat ze er me moeten werken. Geen 

toegevoegde waarde zien. Soms is het ook lastig om met de IPad te werken. Het is wel leuk om te 

zien hoe je eigen team het doet. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

Het team opzoeken via een drop down lijst zou het dashboard een stuk overzichtelijker 

maken. De gegevens zijn niet altijd beschikbaar. De beschikbaarheid en de betrouwbaarheid moe-

ten verhoogd worden.  

Thema 3 
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Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard, zelf 

denk ik aan medewerkerstevredenheid of klantentevredenheid? 

Op zich vind ik dat we nu genoeg metingen hebben. Klantevredenheid en medewerkerste-

vredenheid zal dan wel op een dynamische manier gemeten worden. een standaard vragenlijst zal 

niet werken. Dit door de moment opname. De continuïteit kan de betrouwbaarheid moet verbeterd 

worden. Metingen die normaal in Excel gedaan worden moeten vertaald worden naar het dash-

board. 

9.6.8 Interview Employee 2 

Interview MeanderGroep V&V team Dashboard 

Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?      Ja 

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

Ik vind het wel fijn dat je alle benodigde informatie kan zien, dit wisten we eigenlijk eerst 

niet. Alles is duidelijk. Toch is er een gebrek aan uitleg. Ook al ben ik zelf geen wiskundige, men-

sen van mijn niveau moeten dit kunnen snappen. Onder de verzorgende speelt dit zelf niet. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

 Bij alles wat geïmplementeerd wordt krijgen we normaal een scholing, maar nu hebben 

we alleen een mail en een document gekregen. Dit creëert verwarring en niet alles wordt volledig 
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begrepen. Soms is sommige informatie ook onduidelijk, en weten we niet waar het door komt of 

wat we ermee moeten. Het moet voor ons duidelijk worden waarop wij uren declareren. Er zouden 

iets van suggesties moeten komen wat we met onze gegevens kunnen. 

Thema 3 

Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard, zelf 

denk ik aan medewerkerstevredenheid of klantentevredenheid? 

Ik zou graag meer diepgang zien van de huidige gegevens. In medewerkers tevredenheid 

of Klant tevredenheid zie ik wel toekomst. Er kan objectiever antwoord gegeven worden dan bin-

nen een teamoverleg of direct klantcontact. Vooral dynamisch meten zal een betrouwbare resulta-

ten geven. Suggesties om bepaalde scores te verbeteren zou fijn zijn. 

9.6.9 Interview Employee 3 

Interview MeanderGroep V&V team Dashboard 

Het interview zal 3 thema’s behandelen. Dit interview is opgesteld om te toetsen hoe het 

V&V team Dashboard in de praktijk functioneert en wat er aan verbeterd kan en moet worden. 

Ook is dit interview bedoeld om uit te vinden welke nieuwe meetgebieden er ontwikkeld kunnen 

worden. De antwoorden door jou gegeven zullen anoniem behandeld worden. Er wordt gevraagd 

of dit interview mag worden opgenomen. Dit zodat het terug geluisterd kan worden om het te 

documenteren en te coderen. Dit is een analyse techniek die nodig zal zijn om de meest waarde-

volle informatie uit het interview te verkrijgen. 

Het interview 

Mag dit interview opgenomen worden?     Ja 

Thema 1 

Hoe vind je dat het V&V team Dashboard functioneert in de praktijk? (Positief/Negatief) 

In het algemeen heb je wel een overzicht, maar je mist de specifieke informatie. De be-

schrijvingen vond ik wel lastig om door heen te komen. Maar het komt er op neer dat wij gebrek 

aan uitleg ervaren. Alle inzichten moeten beter uitgelegd worden. Dit dan niet via een document. 
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Ik snap niet helemaal waar de data vandaan komt. Na jou uitleg is het al veel duidelijker geworden 

wat kan met het dashboard. Het is lastig voor medewerkers om te beginnen hiermee te gaan werken. 

Thema 2 

Wat kan er beter aan het huidige V&V team Dasboard? 

Na dat gesprek met jou vindt ik het opeens stukken overzichtelijk. Alles staat duidelijk 

weergegeven. De uitleg bijbehorend zal beter moeten. Misschien toch een persoonlijke uitleg. Mis-

schien zelfs via mezelf. Binnen de team overleggen is het een goede optie om deze uitleg te kunnen 

geven. 

Thema 3 

Welke aanvullende metingen zou je graag willen zien op het V&V team Dasboard, zelf 

denk ik aan medewerkerstevredenheid of klantentevredenheid? 

Ik zou zo geen toevoeging weten, misschien iets met een complimenten systeem te ontwik-

kelen. Op deze manier waardering voor elkaar uit te spreken. Deze tevredenheidsmetingen zouden 

een goede toevoegingen om de kwaliteit te meten. De anonimiteit van de antwoorden zal veel 

waardevolle antwoorden geven. Via een computer medewerkerstevredenheid meting kan een ho-

gere objectiviteit bereikt worden. Daarnaast zouden suggesties voor verbetering zeer welkom zijn. 
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Appendix D.1: Possible outcomes and concepts for the JDR-model
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Table is obtained from (Schaufeli & Taris, 2014). 

 

 


