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1.	
  What	
  are	
  the	
  important	
  criteria	
  of	
  maintenance	
  departments	
  
of	
  public	
  organisa3ons?	
  	
  

•  What	
  can	
  be	
  seen	
  as	
  important	
  from	
  the	
  objec9ves,	
  roles,	
  tasks,	
  and	
  	
  	
  	
  
ac9vi9es	
  of	
  maintenance	
  departments	
  of	
  public	
  organisa3ons?	
  

2.	
  What	
  quality	
  improvement	
  tools	
  can	
  be	
  adopted	
  to	
  measure	
  
the	
  maturity	
  levels	
  of	
  maintenance	
  departments	
  of	
  public	
  
organisa3ons?	
  
	
  
•  How	
  does	
  the	
  approach	
  of	
  the	
  EFQM	
  model	
  for	
  the	
  organisa3ons?	
  
•  What	
  maturity	
  models	
  can	
  be	
  implemented	
  to	
  design	
  a	
  maturity	
  model	
  

for	
  maintenance	
  departments	
  of	
  public	
  organisa3ons?	
  



SUB	
  RESEARCH	
  QUESTIONS	
  

BACKGROUND	
   RESEARCH	
  QUESTIONS	
   RESEARCH	
  GOALS	
   CONCLUSIONS	
  RESEARCH	
  METHODS	
  
12	
  

3.	
  How	
  can	
  the	
  EFQM	
  model,	
  the	
  maturity	
  models,	
  and	
  the	
  
important	
  criteria	
  of	
  maintenance	
  department	
  are	
  related?	
  
	
  
• What	
  components	
  of	
  the	
  models	
  and	
  the	
  important	
  criteria	
  can	
  be	
  used	
  
to	
  design	
  a	
  Maturity	
  model	
  for	
  maintenance	
  departments	
  of	
  public	
  
organisa3ons?	
  
• How	
  does	
  the	
  development	
  of	
  the	
  maturity	
  levels?	
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Set	
  up	
  a	
  maturity	
  model	
  for	
  maintenance	
  departments	
  
and	
  an	
  assessment	
  sheet	
  that	
  focuses	
  on	
  the	
  process	
  of	
  
Responsive	
   maintenance	
   and	
   Planned	
   Preven3ve	
  
maintenance	
   at	
   maintenance	
   departments	
   of	
   public	
  
organisa3ons.	
  	
  

To	
  increase	
  awareness	
  and	
  thought	
  toward	
  improving	
  
professionalism	
  at	
  maintenance	
  departments	
  of	
  public	
  
organisa3ons.	
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PCMM	
  key	
  aspects	
  

1	
   Organisa3onal	
  strategy	
  &	
  policy	
  

2	
   Culture	
  &	
  Leadership	
  

3	
   People	
  &	
  learning	
  organisa3on	
  

4	
   Decision	
  models	
  &	
  porXolio	
  

5	
   Stakeholder	
  management	
  

6	
   Public	
  Values	
  

7	
   Public	
  rules	
  of	
  play	
  

8	
   Interac3on	
  with	
  supply	
  market	
  

9	
   Managing	
  projects	
  &	
  assignment	
  

10	
   Crea3vity	
  &	
  Flexibility	
   Hermans	
  et.al	
  (2014)	
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Respondent’s	
  opinions	
  

•  People	
  in	
  the	
  organisa3on	
  are	
  important.	
  

•  Maintenance	
  is	
  an	
  integral	
  process.	
  	
  

•  Organisa9on	
  structure	
  affects	
  the	
  decision	
  making.	
  

•  Rela3onship	
  and	
  collabora9on	
  

•  Control	
  in	
  organisa3on	
  

•  Change	
  op3misa3on	
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Maturity	
  Levels	
  Characteris9cs	
  

LEVEL	
   CHARACTERISTICS	
  

LEVEL	
  1	
  
Ini9al	
  

A	
  maintenance	
  department	
  has	
  a	
  basic	
  or	
  standard	
  approach	
  in	
  
performing	
  their	
  ac3vi3es.	
  	
  

LEVEL	
  2	
  
Repeatable	
  

A	
  maintenance	
  department	
  has	
  increased	
  their	
  awareness.	
  
Procedures	
  are	
  made.	
  However,	
  they	
  start	
  to	
  use	
  specific	
  tools	
  
only	
  for	
  their	
  specific	
  or	
  major	
  ac9vi9es	
  that	
  are	
  visible	
  for	
  their	
  
organisa3on.	
  	
  

LEVEL	
  3	
  
Defined	
  

A	
  maintenance	
  department	
  already	
  has	
  well	
  developed	
  processes	
  
and	
  systems	
  that	
  connected	
  to	
  all	
  aspects	
  of	
  ac3vi3es.	
  

LEVEL	
  4	
  
Managed	
  

A	
  maintenance	
  department	
  can	
  integrated	
  their	
  processes,	
  
procedures,	
  and	
  all	
  aspects	
  that	
  support	
  their	
  ac3vi3es	
  with	
  the	
  
management	
  of	
  the	
  whole	
  organisa9on	
  and	
  stakeholders.	
  	
  

LEVEL	
  5	
  
Op9mising	
  

A	
  maintenance	
  department	
  has	
  the	
  ul3mate	
  management	
  
systems	
  and	
  starts	
  to	
  evaluate	
  their	
  own	
  strengths	
  and	
  
weaknesses.	
  In	
  this	
  level,	
  a	
  maintenance	
  department	
  will	
  seek	
  
for	
  improvement	
  by	
  learning	
  from	
  their	
  strengths	
  area.	
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! 1!

Maturity Model assessment sheet 
!
!
Instruction: 
Please choose only one answer that reflects with the current situation in your organisation the 
most.  
 
!
A. PROCESSES AND SERVICES 
 
1. How does your organisation manage maintenance processes and services?  

a. We have unclear procedures for delivering and services. Our people work 
according emerging needs in our organisation. Our success in maintenance 
processes is depending on individual performances. 

b. We have basic standard procedures to deliver the maintenance process only 
for specific maintenance services. We plan our maintenance services based on 
the previous project success. Our project estimations are based on the expert 
knowledge.  

c. We have standard maintenance processes that are consistent and integrated 
for most all maintenance services. Our management can track the progress of 
our maintenance services.  Our projects estimations are based on our 
organisation standards. 

d. We have maintenance processes that are integrated with our mission of 
organisation success. Our management use the data and involving 
stakeholders to make decisions. 

e. We have processes to evaluate our effectiveness and efficiency of delivering 
maintenance services. Our goal is to improve our maintenance performances. 
 

2. How does your organisation perform object assessment?  
(Here, the object assessment is an assessment that is conducted to value the building 
objects within the aspects of functional, financial) 

a. We don’t have specific standards (e.g. accounting standard for building 
financial value) for the assessment. Our assessment are based on emerging 
needs and driven by the individual. 

b. We use our standardized procedures to value the building objects of which the 
bigger scale maintenance services will be performed. We use our own 
standards. 

c. We use national standardised procedures to assess the building objects for 
most all scales of maintenance services.  

d. We value the building objects, compile the data, and then we use and share it 
for all level in our organisation management and for our stakeholders. 

e. We recognise our strengths and weaknesses in valuing the building objects 
and learn from it. We always improve our processes in valuing the building 
objects. 

 
 

3. How does your organisation perform condition assessment?  
(Here, the condition assessment it is an assessment for the technical aspects of building 
components) 
 

a.  We don’t have specific standards (e.g. NEN 2767) for the assessment. Our 
assessment are based on emerging needs and driven by the individual. 

! 2!

supervise the visible/bigger maintenance activities. 
c. We supervise all of the maintenance activities based on the standard procedures we 

have. 
d. We supervise all of the maintenance activities and we involve suppliers to do it.  We 

have good collaboration with suppliers and we trust them. 
e. We evaluate our efficiency and effectiveness of our supervising activities.  

 
5. How does your organisation respond to client’s feedbacks? 

a. We respond to feedbacks when it is emerges.  
b. We have established systems (e.g. forms, questionnaires, on line feedback, etc.) to 

response the feedbacks from clients.  
c. We are consistently using our standardised systems to response feedbacks from clients.  
d. We use the data from client’s feedbacks to make decisions in our organisation 

management. We also ask feedbacks from other stakeholders.  
e. We evaluate our systems and our responses to client’s feedbacks. We review its 

strengths and weaknesses.  
 
 
B. PARTNERSHIPS AND RESOURCES 
 
1. How does your organisation manage partnerships and resources of the organisation? 

a. We match our needs and our available resources only when the maintenance services 
have to be delivered. 

b. We establish partnerships with our important clients, suppliers, and stakeholders. 
c. We develop our partnerships with all of the clients, suppliers, and stakeholders.   
d. We are able to manage our partnerships and organisation’s resources to fit and support 

the success of entire organisation activities in maintenance. 
e. We learn from our strengths and weaknesses to improve our partnerships and 

resources management. 
 
2. How important is technology (e.g. IT system) for your organisation in providing maintenance 

services?  
a. We use basic technology (e.g. Microsoft office) to support our maintenance processes.  
b. We use specific IT system to support the specific maintenance processes. 
c. We use an integrated IT system between different departments in the organisation that 

supports all of our maintenance processes.  
d. We use IT systems applicable for delivering maintenance services that are in line with 

the organisation’s management systems. We are able to incorporate data from our 
clients, suppliers, and stakeholders and support our collaboration. 

e. We have very well integrated IT systems and we evaluate its efficiency and effectiveness 
to seek improvement. 

 
3. How does your organisation manage the collaboration with the maintenance markets? 

a. We manage our collaboration with the maintenance market when it is needed.  
b. We are engaged with the most important and visible maintenance markets and we are 

able to develop mutual collaboration.  
c. We are able to manage our collaboration with most all of the maintenance markets. Our 

relationships are consistent. 
d. We manage our collaboration with all maintenance market to support the success of 

the management of our organisation.  We are able to determine our goals by 
collaboration with maintenance markets. 

e. We evaluate our strengths and weaknesses in managing our collaboration with the 
maintenance market and improve it. 
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! 2!

supervise the visible/bigger maintenance activities. 
c. We supervise all of the maintenance activities based on the standard procedures we 

have. 
d. We supervise all of the maintenance activities and we involve suppliers to do it.  We 

have good collaboration with suppliers and we trust them. 
e. We evaluate our efficiency and effectiveness of our supervising activities.  

 
5. How does your organisation respond to client’s feedbacks? 

a. We respond to feedbacks when it is emerges.  
b. We have established systems (e.g. forms, questionnaires, on line feedback, etc.) to 

response the feedbacks from clients.  
c. We are consistently using our standardised systems to response feedbacks from clients.  
d. We use the data from client’s feedbacks to make decisions in our organisation 

management. We also ask feedbacks from other stakeholders.  
e. We evaluate our systems and our responses to client’s feedbacks. We review its 

strengths and weaknesses.  
 
 
B. PARTNERSHIPS AND RESOURCES 
 
1. How does your organisation manage partnerships and resources of the organisation? 

a. We match our needs and our available resources only when the maintenance services 
have to be delivered. 

b. We establish partnerships with our important clients, suppliers, and stakeholders. 
c. We develop our partnerships with all of the clients, suppliers, and stakeholders.   
d. We are able to manage our partnerships and organisation’s resources to fit and support 

the success of entire organisation activities in maintenance. 
e. We learn from our strengths and weaknesses to improve our partnerships and 

resources management. 
 
2. How important is technology (e.g. IT system) for your organisation in providing maintenance 

services?  
a. We use basic technology (e.g. Microsoft office) to support our maintenance processes.  
b. We use specific IT system to support the specific maintenance processes. 
c. We use an integrated IT system between different departments in the organisation that 

supports all of our maintenance processes.  
d. We use IT systems applicable for delivering maintenance services that are in line with 

the organisation’s management systems. We are able to incorporate data from our 
clients, suppliers, and stakeholders and support our collaboration. 

e. We have very well integrated IT systems and we evaluate its efficiency and effectiveness 
to seek improvement. 

 
3. How does your organisation manage the collaboration with the maintenance markets? 

a. We manage our collaboration with the maintenance market when it is needed.  
b. We are engaged with the most important and visible maintenance markets and we are 

able to develop mutual collaboration.  
c. We are able to manage our collaboration with most all of the maintenance markets. Our 

relationships are consistent. 
d. We manage our collaboration with all maintenance market to support the success of 

the management of our organisation.  We are able to determine our goals by 
collaboration with maintenance markets. 

e. We evaluate our strengths and weaknesses in managing our collaboration with the 
maintenance market and improve it. 

 
 
 
 

How	
  to	
  score	
  the	
  assessment	
  sheets	
  DESIGNING	
  

Maturity	
  Level	
  =	
  Total	
  scores/	
  total	
  number	
  of	
  ques9ons	
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•  Add	
  probing	
  ques3ons	
  
•  Improving	
  the	
  defini3ons	
  &	
  more	
  examples	
  in	
  the	
  mul3ple	
  

choices	
  	
  
•  Adding	
  ques3on	
  of	
  innova3on	
  strategy	
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26	
  ques9ons	
   •  27	
  ques9ons	
  
•  Changing	
  mul9ple	
  

answers	
  

The	
  proposed	
  
assessment	
  sheet	
  

The	
  final	
  
assessment	
  sheet	
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  ROUND	
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   Results	
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The	
  final	
  assessment	
  sheet	
  FINAL	
  RESULTS	
  

! 1!

 !
A MATURITY MODEL FOR BUILDING MAINTENANCE ORGANISATIONS 

OF PUBLIC SECTORS 
ASSESSMENT SHEETS 

!
 
 
Instruction: 
This questionnaire will takes approximately 30 minutes to fill in. There are five parts of questions. Please 
choose only one answer that reflects with the current situation in your organisation the most.  
!
!
A. PROCESSES AND SERVICES 
1. How does your organisation manage maintenance processes and services?  

a. We work according emerging needs in our organisation. Our success is depending on 
individual performances. 

b. We have basic standard procedures to deliver the maintenance process only for specific 
maintenance services.  

c. We have standard maintenance processes that are consistent and integrated for most 
of all maintenance services. 

d. We have maintenance processes that are integrated with our mission of organisation 
success. We are involving stakeholders to make decisions. 

e. We have processes to evaluate our effectiveness and efficiency of delivering 
maintenance services.  

 
2. How does your organisation perform an object assessment?   

(Here, the object assessment is an assessment that is conducted to value the building objects /assets 
within the aspects of functional and financial. This question is referring to the strategic level of your 
organisation) 
a. We don’t have specific standards (e.g. accounting standard for building financial value, 

NEN 8021, NTA 826) for the assessment.  
b. We use our own standards. 
c. We use national standardised procedures.  
d. We value the building objects, compile the data, and then we use and share it for all 

level in our organisation management and for our stakeholders. 
e. We recognise our strengths and weaknesses in valuing the building objects and learn 

from it.  
 
3. How does your organisation perform a condition assessment?  
(Here, the condition assessment it is an assessment for the technical aspects of building components. 
This question is referring to the operational level of your organisation) 

a. We don’t have specific standards (e.g. NEN 2767, ISSO standard) for the assessment. 
b. We use our own standardized procedures to value the building objects of which the 

bigger scale maintenance services will be performed.  
c. We use national standardised procedures. 
d. We value the building objects, compile the data, and then we use and share it for all 

level in our organisation management and for our stakeholders. 
e. We recognise our strengths and weaknesses in valuing the building objects and learn 

from it.  
 
4. How does your organisation supervise the delivery of maintenance activities? 
(Here, supervising maintenance activities means that the organisation monitors the maintenance 
processes from the planning phase to the execution phase) 

a. We supervise our maintenance process when it is needed and mostly initiated by 
individual effort. 

b. We have our own standard procedures for supervising maintenance. We mostly 

27	
  ques9ons:	
  
•  5	
  parts	
  	
  
•  5	
  mul3ple	
  answers	
  per	
  ques3ons.	
  
•  ±30	
  minutes	
  to	
  fill	
  in.	
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The	
  main	
  research	
  ques9on	
  

What	
  are	
  the	
  important	
  aspects	
  of	
  maintenance	
  organisa9ons	
  can	
  be	
  
used	
  to	
  develop	
  a	
  Maturity	
  model	
  for	
  maintenance	
  departments	
  of	
  public	
  
organisa9ons?	
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Table	
  3	
  of	
  chapter	
  3	
  

Sub	
  Research	
  ques9on	
  1	
  

1.	
  “	
  What	
  are	
  the	
  important	
  criteria	
  of	
  maintenance	
  departments	
  of	
  public	
  organisa3ons?”	
  
•  What	
  can	
  be	
  seen	
  as	
  important	
  from	
  the	
  objec9ves,	
  roles,	
  tasks,	
  and	
  ac9vi9es	
  of	
  maintenance	
  departments	
  

of	
  public	
  organisa3ons?	
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Sub	
  Research	
  ques9on	
  2	
  

2.	
  “What	
  quality	
  improvement	
  tools	
  can	
  be	
  adopted	
  to	
  measure	
  the	
  maturity	
  levels	
  of	
  maintenance	
  
departments	
  of	
  public	
  organisa(ons?”	
  
•  How	
  does	
  the	
  approach	
  of	
  the	
  EFQM	
  model	
  for	
  the	
  organisa(ons?	
  
•  What	
  maturity	
  models	
  can	
  be	
  implemented	
  to	
  design	
  a	
  maturity	
  model	
  for	
  maintenance	
  departments	
  of	
  

public	
  organisa(ons?	
  

Quality	
  improvement	
  
tools	
  

Components	
  

1.	
   The	
  EFQM	
  model	
  	
  
	
  

•  Enablers	
  
•  The	
  assessment	
  sheet	
  

2.	
   The	
  Capability	
  Maturity	
  
Model	
  (CMM)	
  	
  

•  5	
  levels	
  development	
  
•  Maturity	
  level	
  defini3ons	
  

3.	
   The	
  Public	
  
Commissioning	
  
Maturity	
  Model	
  
(PCMM)	
  	
  

•  Aspects	
  &	
  sub	
  aspects	
  
•  Designing	
  steps	
  

4.	
   The	
  Project	
  
Management	
  Maturity	
  
Model	
  (PMMM)	
  

•  Maturity	
  levels	
  development	
  
	
  

5.	
   INK	
  (Ins9tuut	
  
Nederlandse	
  Kwaliteit)	
  	
  

•  Maturity	
  level	
  defini3ons	
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Sub	
  Research	
  ques9on	
  3	
  

3.	
  “How	
  can	
  the	
  EFQM	
  model,	
  the	
  maturity	
  models,	
  and	
  the	
  important	
  criteria	
  of	
  maintenance	
  department	
  are	
  
related?”	
  
•  What	
  components	
  of	
  the	
  models	
  and	
  the	
  important	
  criteria	
  can	
  be	
  used	
  to	
  design	
  a	
  Maturity	
  model	
  for	
  

maintenance	
  departments	
  of	
  public	
  organisa(ons?	
  
•  How	
  does	
  the	
  development	
  of	
  the	
  maturity	
  levels?	
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•  Quick	
  scan	
  tool.	
  
•  Use	
  the	
  assessment	
  sheet	
  to	
  reveal	
  the	
  state	
  of	
  current	
  
level.	
  

•  Review	
  the	
  maturity	
  levels	
  table.	
  
•  Give	
  insights	
  and	
  increase	
  awareness	
  	
  
•  Guidance	
  for	
  designing	
  new	
  strategies.	
  
	
  

The	
  Maturity	
  model:	
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•  Subjec9vity	
  by	
  the	
  researcher	
  and	
  interviews	
  respondents.	
  
•  Use	
  only	
  the	
  EFQM	
  enablers.	
  
•  No	
  real	
  strategies	
  to	
  improve	
  the	
  levels.	
  
•  Language	
  barrier.	
  
	
  

•  The	
  type	
  of	
  maintenance	
  organisa3ons.	
  
•  Use	
  the	
  EFQM	
  Results	
  factors.	
  
•  Discuss	
  more	
  real	
  possible	
  strategies.	
  
•  More	
  in	
  depth	
  organisa3on’s	
  research	
  (e.g.	
  site	
  visit).	
  

Thesis	
  Limita9on	
  

Further	
  research	
  recommenda9on	
  



THANK	
  YOU	
  


