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Appendix A: Insights from Shadowing

Compliance Tracking
in Practice:

What's Working —

and Where We Might Nudge

Explaring kitchen compliance behaviars to imprave tracking without:
disrupting workiiow.

What We'll Cover

Approach & Why

Dur methadalagy and rationals for examining kitehen campliance tracking.

What's Already Working

Successful compliance tracking practices currently i place.

Where Tracking Doesn't Stick

Individualva system-based tracking

bad

Support wthout participation

Lack of naturaltracking maments

Underutilzed tosks

Opportunity Spaces & Your Input

Potential solLtions and areas where we Nesd your expertise.

Approach & Why

ApRroach to understand kitchen compliance tracking

@ M o Q

Shadowing Activity Multiple Perspectives  Behavior Mapping Opportunity
Followed Ghef through Comersationwith Wapped HADDP's (0zal Identification
serviceto see tracking in Gompliance Officer Sous  behavior againgt ohéerved  Found 6 opportunity

el contaxt Chef and Flae Stafl practices
kitehen behavior

Where Tracking Doesn't Stick (Yet)

'y opportunity spaces idantifiad:

o Individual vs. System
Tracking happens through
porsonal initiative, not team
practice

Flex staff follow di
engage with tracking net as a defi

ction but dorit Tre

pla Tools Present But Not Embedded

spaces based anres

M Support vs. Participation  (f) No Dedicated Moment
king heppens between tesks,

1Ry Silent Compliance = Missed Learning

Equipment available but nat integretod inta warkilow

provor

What's Already Working

Q) safety Practice Embeddedin Craft
Whetitasys:

Prabs used 10 shesk iafu temp befare plting. Fasd
‘cnaled property in bisst chiler.

Wiy this matters: Thess sstions shaw ambsdded fagd

& Llight-Touch Kitchen Coordination
Vrhetit snye:

Hulb gave brie bus repested insirustians. Ststians
sdjustsd smaothly during pressure

Wiy this mattars: Demanstistes = iusi-bassd, lav=

in tha chefs
prompting.

maintaing
servina iow.

tharmamaters
and prapar saoling chniques s rauting practios nat
a8 perfarmanss.

AR Adaptive Flexstaff
wiha itaaye

st frsslance heie”
[0bssnad] Flecehsl sdjusted

rapastad guidancs
thraughaur ssrvise whis completing his aw tasts,

¥ iide in Doing Things Right

Waatic snye:

T i cantralaf the flavaur

tasdback.

Wiy this mattars: Flutstaff a1 ispanshia snd
‘angags 3, rsprasenting on UTESpRSd SRR HUNEy o1
samplisnzs trackirg.

[ plagsrart intha
blsat ehillr — sz lata i the shift.

Wiy thio mattare: Faad quaity and ssfaty ors tsstad
o5 et enc vaspanaiby, cresting = strong feURdStiEn
Tartraking syse s,

cansctions.

a0 the spp withaut prompting, demanstisting
‘euieiehip € FSUE rethor than mara task completion.

Tracking Lives in Individuals, Not Systems

B SoloResponsibility
Evarybody has the app.. earybody shou o | ofen
ot tuice” - Hab

Chetlogged semperate

£ Self-Reminders Required

Valso forgat, bt old myselt | juat hava to cpenthe
app

@ TacitKnowledge

*

Tech Integration

Hulb sanitizos b aor using
without prompting,

: o 5o via bivetooth
before measuring,

= Shows the tracking fs heppering — but 5 personsl choloe, not & shared prectica.

@ What this suggests:

visibity

expectation.

Support # Participation

Flex steff provide necessary support but don't fully engage vith complience tracking systems:

[ TaskFocus

Flex staff cancentrate on assigned duties

{§ Direction Response

Fallow guidance for preparatin techniques

Compliance Gap (@ Role Limitation

Dorit angage with tracking responsibilties “Iust fralancs hors'

@ What this steff operate es ters, not
rolls aro framed and handed off during service.

It's not ebout willingness — it's about how

No Natural Moment for Tracking

There was no point in the shilt whers tracking behavior was buill i, Chef was tracking in between tasks.

Missing Dedicated Pauses ®

No built-in moments for compliance documentation

[Observed] Hub placed food ino blast chiler,

tracking uhen he got a momentin oenueen tasis 2

Self-Initiated Checks =

Chef checks temperature vithout prompts

‘Even| forger itbuit | ell myself, | just have to open

On-the Fly Tracking
ol tracis berwesn wasks when possiole

"You ust doit You donit always stop 10 write it down
- paraphvased observation

o]

dossn't prompt documentation,

the system



|deal HACCP Journey
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Appendix C: Co-Framing Workshop




Fin the staff kitchen is pr

1.Welcome & Intro. food temperature witha
t does he do next?

2. Icebreaker

3. Activity 1 - How to's ) Opens the app and logs it right away

4.Break

5.Energiser b) Jots it down on a sticky note to log later

6.Activity 2 - Ideation
7.Matrix Mapping <) Asks a colleague to fetch the iPad from the

main kitchen
8.Wrap up

d) Doesn't log

MAN INSIGHT

Logging is delayed not because chefs don't care
“Irememberit. il do it but, you know, but because service rhythm overrides

1 don't have the iPad with me, so Il do it system logic.

when | have the iPad:

WHY THIS MATTERS

[Atthe end of service] “Okay let's do

this” "What was the temperature again?” Complance tools that are not

embedded/present at the point of action are
easy to forget or postpone, especiall in high-
pressure service contexts.

Tracking in ional Kitchens

Creative Workshop May 8th

We're here today to explore how we can make compliance tracking easier, smarter, and more

natural in our daily kitchen routines.
) Measures the temperature

b) Asks/waits for the shift lead to instruct her
onnext steps

©) Books a fight to Portgual

But before we dive in...

Let's start with a quick quiz. d) Logs the checks proactively in the app

Answer: b) Asks/waits for the shift lead to instruct her on next steps

QUOTES FROM SHADOWING MAN INSIGHT

When expectations aren't clearly defined, flex
staff default to non-participation in logging,

b) Logging becomes more consistent across
the team

“I don't think I'm at that level of
responsibility yet.”

) Responsibility silently shifts to the lead
alone

Behavioural adoption isn't about willingness
it's about role clarity. Without it, capable people
step back from tasks that “don’t feel like theirs.” d) Everyone contributes equally since roles.
are now defined

 ¢) Responsibility silently shifts to the lead alone

f arrives first for his shift.

imm ues, and prep needs to begir

5 UOTE FROM INTERVIEW MAN INSioHT
What does he do next? @

Centralised roles can unintentionally cause
ownership diffusion — where others disengage
from shared responsibility

a) Logs the check immediately in the app

“We noticed that when you assign one
person to do it, others tend to lean

b) Focuses on food prep, then logs it later back.. and just expect that person to do
from memory it

WHY THS MATTERS
) Waits for the supervisor to assign the task The system seems covered, but t's fragile.

When that one person is absent,
tracking getslost.

d) Takes a dance break &

Answer: b) Focuses on food prep, then logs it later from memory PROBLEM DEFINITION

What it Leads Into
QUOTES FROM SHADOWING AN INSIGAT
These answers aren't problems — they're patterns.
When there’s no problem to solve, logging And that's what we're here to fix — not by working

Presentation: Insights presented as a quiz to be more interactive



Appendix D: Testing Insights

© ol sat; C Culture vs. Practice O
[ e—
onboarg, o cear
accountabity.
High Ownership
 Exscuivs sos hat: @ RaiMsnsgamens:
Formal ieadership over kitchen ‘Strategic oversight; connects to Ly
enforcoment
W)
© Sustainbity s Compiance @ EventOps & MSystem.
ofters: providr:
Suppertocors nfuencing Provde nfastucur and
St ut ot ombecdedin contnt, bt ot prtof het
oty ops. oton.
Low Influence <
@cvrtons
Low Ownership
& & &
4 a4 6
UNIQUE SCANS UNIQUE SCANS. UNIQUE SCANS More scans
Oven Sheet map Freezer
“lusually “Personally “I didn’t see “Ohis this for “I saw the “Itis visible -
don't look at ask - thenit that corner - | everyone? | sheet maps, the poster”
QR codes - works” haven't been can also do but I don’t
ignore” there since it? 1am here have
yesterday” for a week” software on
my phone”
Hello, Hello,
Michael John
Does the hot kitchen look ready Have you recorded the
and clean to start today? measured temperature?
ko Scan to Record your check
User Flow should.
Link leads DIRECTLY
-+ totheHotkitchens CoETEEmED
Cleaning task R
‘Why does this matter? Why does this matter?
Ifits not recorded, its not counted s not recorded, it not counted
Ineed
2 people assigned for

Monday - Who | can write

their name

> High influence

® Exomai Auitors

User Flow should

f———— totheHotkitchens ~ ——»
Temperature




Appendix E: Exploration of Behaviour Frameworks

POUR stands for:
* Perceivable - Is the system visible and discoverable at the mement it is needed?
» Operable - Can the user physically or digitally access and operate the system?

» Understandable - Is it clear what the system is asking, and dees the user understand what to do?
* Robust - Can the system support varied users, tasks, and parallel actions reliably?

Principle Field Observation Barrier Implication

Perceivable iPads often stored in lockers or behind System is not visually present Staff don't receive a visual cue to
prep lines, not in the immediate workflow at the moment of action log compliance

oBerable Flex staff often lack login credentials or Some users physically cannot Creates exclusion for temporary

P shared devices are in use engage with the system workers or during busy service

Ul'sh red flags for = liant - : : -

Understan S_ liirdeniebel e cpmp oo Staff perceive errors as Logging feels risky or high-stakes,
entries; forms can be confusing under Z . <

dable personal mistakes which leads to avoidance
pressure
Th,e gpellbesaheneroeisonls alrealdy Multiple users can't log in Creates bottlenecks, delays, and

Robust using a form; system only supports serial o .
f parallel ownership diffusion
input

What is ABC?

= Antecedents: What happens before the behaviour; triggers or conditions that prompt it

» Behaviour: The observable action or inaction

s Consequences: What happens immediately after; reinforces or disincentivises repetition

+ This structure helps us understand why logging either happens or drops off, especially in high-pressure, real-time work
like kitchens.

Antecedent

eguence

No reminder or role assignment; iPad not

Compliance forgotten, assumed to be someone else’s

Start of Shift Logging not initiated
visible g Rd e
After Visual " . .
Checks Kitchen looks clean, no issues spotted Staff skips immediate logging No issue means no record, no accountability created

During Prep / High
Pressure

iPad distant or in use; service takes
priority

Staff defers logging "until later”

Staff forgets what to log; may enter incorrect or
missing data

Task Already Done
by Somecne

App shows entry already made, or form
locked by ancther

$taff assumes logging is covered

Ownership diffused; system logs depend on one
person

Entry Triggers
Error Message

Red flag warning (non-compliant temp or
time value)

Staff closes app or avoids input

Logging feels like a test; behaviour avoided out of fear




Appendix E: Exploration of Behaviour Frameworks

COM-B Analysis by Behavi Profile

Staff Type

Capability

Opportunity

Mativation

Observed Behaviour

Core Staff

/ Fully trained; understands
expectations

- Full login access; app use
integrated in shift

High — sees logging as part
of professional role

Some Log consistently but
overburdened

Contract Flex

Knews tasks, unclear on
logging rules

Has access but detached
from internal systems

Wants to help but hesitant
to overstep

Performs actions, doesn't log
unless prompted

Freelance Flex

7 Skilled cook, understands
procedures

¥ Semetimes no access or na
direct assignment

K Low - logging isn't
perceived as valuable

Often skips logging unless
enforced

Transactional Flex

X Not trained, low system
understanding

X No acecess or login; no role
induction

X Doesn't view compliance as
part of the task

Never logs; only perferms
physical tasks

Legacy Flex

| Fully trained; understands
expectations

Full login access; app use
integrated in shift

High - sees logging as part
of professional role

Some Log consistently but
overburdened

Insights per COM-B Domain

1. Capability

Flex and transactional staff often lack knowledge of what should be logged
and why.

Logging is perceived as a "management task" unless explicitly assigned.

“I don't think I'm at that level of responsibility yet." — Contract Flex, Staff
Kitchen

2. Opportunity

Physical access barriers (e.g. shared iPad, distant devices) prevent real-time
logging.

Social oppertunity is inconsistent — some shifts assign a compliance lead,
others assume someone will do it.

“Vii do it later... | don't have the iPad.” — Staff Restaurant Shadowing

3. Motivation

Reflective motivation is low when staff perceive logging as redundant or
without value.

Some fear the consequences of incorrect input due to red error flags.

“ come in, look around, and only open the app an hour later... | start
immediately with what has to go. Then | finish that first — then afterwards, |
fili in the app." — Cold Kitchen

COM-B Exploration
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Appendix F: Excerpt from Visual Identity Brainstorming

BASECODE

BAS= BASE RAS=
COD= CODE [z

'basecode  +BASECODE

&

& | basecode £ | basecode

o

£ | basecode | basecode

B/A/S|=/C|OD|=



Appendix G: Presentation to Kitchen Leadership Team

Common Responses from Staff

“Idon’t have
time to doiit.”
“Are we all
supposed
todoit?”
“If Ido it and no one
else does,
“Idon’t have the login.”
‘what's the point?” ve
These aren't refusals, theyre signals.
1715
rai fupeiit
udit Function
Why this Matters: 3 Lines of Defence ( lant Verification)
Reports. Validates
Gonducts Audits Gaps Effectiveness
RAI's Compliance Systems and Tools Line 2: Compliance Officer
are in place but the first line of defence (Structure, Support)

relies on people to act.

Builds Monitors Offer training/
Without behaviour, there’s no record. Compliance Tools Performance advice

Without a record, there’s no evidence.

Line 1: Kitchen Operations
(Daily Support)

Enables Record & Interact with
Compliance Tasks Document systems
215
rai fupelit

Research Overview

Phase 1:
Understand the Behaviour

3/15

rai fupert

Key Excerpts from the Presentation



Appendix F: Initial Project Brief

IDE Master Graduation Project

Project team, procedural checks and Personal Project Brief

In this document the sgreements made between student and supervisory team about the student’s 1DE Master Graduation Project
are set out. This document may also indude irvohement of an external client, however does not cover any legal matters student znd
client {might] agree upon. Next to that, this document facilitates the required procedural dhecks:

- Student defines the team, what the student is going to do/deliver and how that will come about

- Chair of the supervisory team signs, to formally spprove the project’s setup / Project brief

- 550 E&SA [Shared Service Centre, Education & Student Affairs) report on the student’s registration and study progress

- IDE's Board of Examiners confirms the proposed superisory team on their eligibility, and whether the student is allowed to

start the Graduation Project

STUDENT DATA & MASTER PROGRAMME

Complete all fields and indicate which master|s) you are in

Famiy name Gop IDE master{z| IPD L] #0
Initials 5.6 2% po-1 DE maaster
Siven Gayathr necividusi prosramime
jdote of approvai]
Student number 5392853 Medizion
HPM o

SUPERVISORY TEAM

Fill in he required information of supervisory team members. i applicable, company mentor is added 25 2°* mentor

Char Ir. Bart Bluemink :I:pL_Fsctﬁm oos
mentor O, Milzd Ha jlamiln :I:P‘_fsl:dl‘m [n
= mentor Riantz Mulder
cheant: RAl Amsterdam
oty Amstindam COUMTY: Metherlands
opthan2 Milad bl
I NES @XDETESE In Ofgan sational change, co-creation, and stakehold er enagagement with

his ongoing collaboration with RAl Amsterdam. Bart's expertise in organisational strategy and
sarvitization, supports the project's strategic dinection and long-tenm impact.

APPROVAL OF CHAIR on PROJECT FROPOSAL  PFROJECT BRIEF -» to e filled in by the Chair of the supervisory team

Sign for approval [Chair)
Bart Saar it

T Dwiurs: HOS2 1T
Bluemink 3 .cree

Name Bart Bluemink Date 14 feb 2025 Signature



Personal Project Brief — IDE Master Graduation Project

MName student Gayathri Gopi student number 5,992, 893

PROJECT TITLE, INTRODUCTION, PROBLEM DEFINITION and ASSIGNMENT

Complete all fields, keep information dear, specific and concise

N it Developing Strategy to Drive the Adoption of Sustainability and Food Safety Tracking Systems at Rl Amste ndam.

Please state the tithe of your groduation project {ebove). Keep the title compoct ond simple. Do not use abbreviations. The
remainder of this documant alfows pou to dafine and clorifi ypour groduation project

Introduction

Deseribe the cortestt of pour projiect here; What is the domain in which your project takaes ploce? Who are the main stokeholders
and what intenests ore at stoke ? Describe the opportunities [and imitotions) in tiis domain to better serve the stokeholder

This project explones how Al Amsterdam’s Food & Beverage [FEB) operations can suocesfully integrate sustainability and
food safiety compliance tracking into daily workflows. As a major event venoe, RAI must align with ELU 2050 climate
neutrality targets while ensuring comipliance with food safiety reguiations. However, embedding these systemns into existing
operational structures remains a challenge, 25 regulatory initiative often compete with hospitality-driven pricrities.

To address this, the project focuses on integrating tracking systems into standard procedwnes ensuring they are effectively
used and embraced by F&B employees. Key stakebolders include RAI's conporate executive chef, Rientz Mulder, the
Bazement Chefs (FE&B Employees), Sustainability f Compliance teams, and IT teams, whose enagagement iis oritical to
fostering adoption.

Az part of a research project under Dr. Milad Hajiamiri at TU Delft's Design, Organisation & Strategy Department, this
project will apply strategic design, systemic thinking, and co-creation methods to explone how sustainability and compliance
tracking can be seamlessly embedded into FAl's daily operations. The goal is to develop a structured implementation
strategy that ensures sustainability and compliance tracking become an intuitve and integral part of the onganisation's
warkflow.



Personal Project Brief — IDE Master Graduation Project

Problem Definition

What problam do you want to solve in the omtext desorbed in the introduction, and witfin the ovaiishle time frame of 100
working days? [= Master Grodugtion Project of 30 EC). What opportunities do pou see to create sdded vaive for the described
stokeholders? Substantiote your choios.

(v 200 wordls)

Despite the necessity of sustainability and food safety compliance tracking, enswring their consistent use within RAI
Amsterdam’s Food & Beverage operations remairs a challenge. Workflow disruptions, competing priarities, and a lack of
clear accountability hinder the seamless adoption of these systems, keading to inconsistent compliance practioes and
underutilisation of available tools.

A key barrier is the hospitality-first mindset, where immediate operational dernmands often take precedence owver long-tenm
regulatony commitments. Additionally, withouwt a structuned approach to integration, employees may view compliance
tracking 2= an added burden rather than an embedded part of their daily workflow.

This project aime to identify the barriers to adoption, develop tangeted interventions, and creabe a strategic roadmap that
ensures these tracking systemns become an intuitive part of RAI's operational cultune. By leveraging strategic design and
co-creation with key stakeholders, the project sesle to transform comipliance from a top-down obligation into 2 shared
respansibility, fostering long-term engagement and accowntability.

Assimment

This is tha maost importont port of the projiect brief becouse it will give o clear diraction of what you are heoding for.
Formulate on assignment to poursalf regording nﬂ‘mt]mumpncttndn\lwrﬂsmﬂd‘tutﬂnnrﬂq‘}wpmpﬂt |'1 mrlhru]
As you groduate as on industrial design angineer, pour assigrment will stort with o werb [Dasig, Creotal,
ond you moy use the groon tavt format:

Dwesign o strotegy fo drive T mmmmwmmmhmcmmMMkmn Beveroge
operations, easwing seamiess integration into daily workflows in the context of ELYSs 2050 cimate meutroiity reguigtions.

use o genenTte pour design sofution max 150 wonds)

Project approach:

1. Problem Framing (Ressarch & Context exploration]: conduct desk research and stakeholder imterviews to map workflows
and identify adopticn barriers.

1. Problem Re-framing |Analysiz & Problern Refinement): synthesise findings to pinpoint compliance adoption challenges
and refine the project focus.

3. Corcreation & ideation: faclitate workshops to explore ways to embed tracking systemns into daily workflows.

4. Prototyping & Testing: develop a strategic framewark/roadmap and targeted interventions, testing feasibility through
stakeholder feedback.

5. Refinernent & Final deliverables: Refine the frameworkroadmap, ensuring alignment with RAl Amsterdam's needs, and
provide implementation recommendations for long-term engagemsent.



Project planning and key moments

Te make wisibie how you plan o spand pour time, you must make @ plonning for the fidl project. You ore adhized to use o Gantt
chaort format to show the different phases of ypour profect, delierobles pou fave in mind, mestings and in-between deadines.
Keoap in mind that alf sctivities showid fit witfvn the given run tima of 100 working days. Youwr planning should indwde o kick-offf
activities ona/or periods af not spending time on pour groduation project. i any [for instance becawse of holidays or pomiial

Maka sure to sttedh the full plan to this project bl
The four key moment detes must be filled in balow

in excaptions coses (part off the Greduation
Kick off meeting 17 Feb 2025 Project may need to be scheduled part-tme.

Ingicate here if such applics to pouwr projoct
Fart of project scheduled part-time
Mid-term evaluation 11 Apr 2025
For how many project weeks

Humber of project days per weak
Green light meeting & Jun 2025
Comments:

Dartes ane tenatioe for naw.

Graduation ceremony 4 Jul 2025

Explain why pou wish to start this project. what competencies you want to prove or develop [a.q. competendes aoguined in Four
M5z programme, alactives, qutrg-curricular cotivities or otherl.

Doticnaly, describe whether you hove some personal learning ambitions which you axplicitly want to gddress in this project, on
top of the learning ohjectives of the Groduation Project itself. You might think of @.g. acguining in depth knowdodige on a specific
subject, broodening pour competencies or expenmanting with @ speaiic too or methodology. Personal leaming ambitions ane
limited to o i B of five.

2080 words migx)

Thiz project aligns with my background, interests, and career goals in systemic design, arganisational strategy, and

jence-driven innovation. In my previous work experience, while working for a lumury multi-retailer in Hong Kong. |
helped align digital and in-store experiences with new legal regulations, ensuring smooth adoption across custome
touchpaints. This gave me a systemic perspecties on regulatory-drieen change and adoption strategies, directly relevant to
embedding compliance tracking into RAl Amsterdam's Food and Beverage operations.

During the masters, undertaking electives such 2z Sustainable Consumer Behaviour, Creative Facilitation, Supporting
Humans (Behaviour Change) and Generative Al, has equipped me with knowledge on behavioural adoption, enagagement
and stakeholder collaboration skills which are esxerial for ensuring long-term comipliance adoption at RAL

Persoral learning ambitions:

1. Dewelop expertise in change management/systemic adaption strategies

L. Enhance co-creation and facilitation skills with corporate stakeholders

3. Apply behawiowr change principles ta compliance adoption

4. Translate strategic insights into actionable interventicns

5. Gain experience in roadmap development for complex service ecosystems.



