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Appendix A
All the components in the toolkit

Physical toolkit



Overview of toolkit components in physical form











This is what the physical templates look like together



Template 1

(IƈRI 'SRGITX 1/10

;L][SYPH ]SY HS XLMW#
'HȴQLQJ \RXU FRQFHSW WRJHWKHU DV D WHDP �DJDLQ� DQG GLVFXVVLQJ WKH FRUH RI
WKH FRQFHSW FUHDWHV WKH UHVW RI WKH SURFHVV PRUH IRFXVHG RQ PDNLQJ LW ZRUN�

'LVFXVV DQG GHȴQH ZKDW PDNHV \RXU FRQFHSW YDOXDEOH XVHIXO IRU \RXU
FXVWRPHU�ȋ

7Ζ3�
7KH JRDO LV WR VKRZ ȆKRZȇ 723GHVN FDQ GHOLYHU WKLV SURGXFW WR WKH
FXVWRPHU�
ΖW GRHV QRW PDWWHU LI VRPH SRLQWV DUH QRW WRWDOO\ IHDVLEOH \HW PDNH
WKHP UHDOLVWLF DQG YDOXDEOH�

7Ζ3�
.HHS LW VLPSOH� ΖW GRHV QRW QHHG WR EH RULJLQDO RU H[WUDRUGLQDU\ MXVW
PDNH LW ZRUN �IRU QRZ��

7Ζ3�
7DNH WHPSODWH � Ȃ FXVWRPHU VHJPHQWV DV DQ H[DPSOH�

��� ;LEX EVI JYRGXMSREPMXMIW SJ XLMW WIVZMGI# ?SZIVZMI[ SJ� EP[E]W EZEMPEFPI ZME 'PSYHA
([DPSOH� /DUJH LQWHUIDFH VKRZ GDWD WZR VHSDUDWH DSSOLFDWLRQV LQ RQH RYHUYLHZ FRPELQH GDWD HPDLO SD\PHQW HWF�

��� ;LS HS ]SY XLMRO MW ]SYV GYWXSQIV# )\EQTPIW�
([DPSOH� $JH OLYLQJ ORFDWLRQ MREV VKDUHG LQWHUHVWV OHYHO RI HGXFDWLRQ HWF�

��� ,S[[SYPH ]SY HIWGVMFI ]SYV GSRGITX#
([DPSOH� $ VHUYLFH�DSSOLFDWLRQ�ZHESDJH�SRGFDVW�FRPPXQLW\ HWF�

1.5 Why is this a TOPdesk product/service or potentially so? Or why not yet?
([DPSOH� &XVWRPHU�RULHQWHG� ȵH[LEOH VROXWLRQ� ȴWV ZLWK FRUH FRPSDQ\ YDOXHV� HWF�

��� ,S[ HSIW MX FIRIƈX 834HIWO� MR XIVQW SJ PSRK XIVQ ZEPYI#
([DPSOH� %UDQGLQJ� UHYHQXH� PDUNHW YDOXH�FRYHUDJH HWF�

Notes.
'R \RX KDYH YLVXDO VXSSRUW"
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(IƈRI 8IEQ GSQTSWMXMSR 2/10

;L][SYPH ]SY HS XLMW#
The following questions will help to explain how the skills and experience of 
each person in the team are relevant for the development of your project and 
thus enlarge the chances of success of this project.

By doing this  you bring everyone on the same page you know what you can 
and cannot expect from each other during this process. 

TIP. 
The goal is to show ‘how’ TOPdesk can deliver this product to the 
customer.
It does not matter if some points are not totally feasible yet  make 
them realistic and valuable.

TIP. 
Keep it simple. It does not need to be original or extraordinary  just 
make it work (for now)!

��� ;LEX VSPIW ERH WOMPPW HS [I RIIH JSV XLMW TVSNIGX EJXIV XLI HIZIPSTQIRX SJ XLMW TVSNIGX#
Example. Large interface  show data two separate applications in one overview  combine data  email  payment  etc.

��� ;LEX VSPIW� WOMPPW ERH WXVIRKXLW HS [I LEZI [MXLMR XLI XIEQ#
Is anyone (possibly) not continuing after setting up this initiative?

��� ;LEX VSPIW ERH WOMPPW HS [I RIIH JSV XLMW TVSNIGX XS KS XLVSYKL XLI HIZIPSTQIRX WXEKI SJ XLMW TVSNIGX#
([DPSOH� 'HYHORSHUV SURMHFW PDQDJHPHQW ȴQDQFH NQRZOHGJH GHVLJQHU HWF��

2.5 What do we stand for? What are guiding principles? What are our common values that we want to be at the core of our team?
([DPSOH� 7UXVW 7UDQVSDUHQF\ +XPRU (ɝFLHQF\ ([SORUDWLYH 4XDOLW\"

2.6 Rules and activities
+RZ GR ZH FRPPXQLFDWH DQG NHHS HYHU\RQH XS WR GDWH" �0DLO *RRJOH 'ULYH�
+RZ GR ZH HYDOXDWH ZKDW ZH GR" �$VN IHOORZ HPSOR\HHV FRQQHFW TXHVWLRQQDLUHV"�

:K\ DUH ZH WKH WHDP WKDW LV ȴWWHG WR H[HFXWH WKLV SURMHFW" :K\ FDQ ZH FDQ WDNH WKH GLHUHQW VWHSV DQG FKDOOHQJHV RI WKH SURMHFW WR PDNH LW D VXFFHVV"

2.7 Who (of this team) now thinks he/she would like to stop after this initiative? Who (of this team) is thinking about continuing after getting 
support?

���;LEX VSPIW SV WOMPPW EVI [I GYVVIRXP]QMWWMRK SV WLSYPH [I EHH MR SYV XIEQ[LIR XLI TVSNIGX WXEVXW# ;LS GER JYPƈP XLMW VSPI ERH[LS GER
we ask to help us?
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(IƈRI GYWXSQIV ZEPYI 3/10

;L][SYPH ]SY HS XLMW#
7KLV LV DQ HODERUDWLRQ RQ WKH FRQFHSW FDQYDV WR GHȴQH ZKDW VSHFLȴFDOO\ LQ
\RXU FRQFHSW EULQJV YDOXH �QU ���
:K\" %\ HODERUDWLQJ RQ ȆKRZȇ WKH SURGXFW�VHUYLFH FUHDWHV WKH YDOXH \RX
FUHDWH DGGLWLRQDO DUJXPHQWV RQ ȆZK\ȇ WKH SURGXFW�VHUYLFH ZLOO ZRUN DQG LV
YDOXDEOH DQG XVHIXO WR WKH XVHU�

The value is created when you know your customer, its jobs, pains and 
gains are addressed with your concept. 

7Ζ3�
.HHS WKH QXPEHU RI DQVZHUV OLPLWHG�
$GGUHVV WKH SRLQWV WKDW DUH PRVW UHOHYDQW DQG LPSRUWDQW WR WKH
FXVWRPHU� $FWLYLWLHV SDLQV RU JDLQV \RXU FRQFHSW DGGUHVVHV ZLWK
EHLQJ D IRFXV FDQ EH OHIW RXW�

7Ζ3� %H VSHFLȴF ZKDW WKH SDLQV JDLQV RU WDVNV DUH� $VN ZK\�ZK\�ZK\
WR PDNHV LW HDVLHU WR VROYH�

([DPSOH� 3HRSOH KDYH OLPLWHG WLPH IRU WKLV DFWLYLW\� �:K\"� 7KH\ WRR
PDQ\ WDVNV IRU RQH GD\� �:K\"� 0DQDJHUV UHZDUG RQO\ KDUG ZRUNLQJ
� RYHUZRUNLQJ HPSOR\HH DQG WKXV Ζ IHHO SUHVVXUHG WR GR WKHVH MREV
LQ RQH GD\�

'YWXSQIV TEMR Ť;LEX TEMRW� MVVMXEXMSRW� HMƊGYPXMIW� TVSFPIQW HS GYWXSQIVW I\TIVMIRGI [LMPI XV]MRK XS HS XLMW NSF#;L] MW XLMW E TVSFPIQ# ,S[
HS ]SY ORS[ XLMW MW MRHIIH E VIEP TVSFPIQ �7SYVGI� MRXIVZMI[� I\TIVMIRGI� WEPIW WYTTSVXIVW SV GSRWYPXERXW LEZI HIWGVMFIH XLMW#

([DPSOHV 'RQȇW VOHHS ZHOO DW QLJKW RIWHQ PDNH PLVWDNHV LQ D VRIWZDUH SURJUDP KDYH GLɝFXOW\ DUUDQJLQJ PDQ\ DSSRLQWPHQWV�

��� ;LEX ŦTEMRWŧ HS ]SY EHHVIWW [MXL ]SYV GSRGITX# �8LI RIIH JSV XLI GSRGITX

'YWXSQIV KEMR Ť;LEX KEMRW SV FIRIƈXW HS ]SYV GSRGITX FVMRK#;LEX JIEXYVIW SV FIRIƈXW SJ ]SYV GSRGITX EVI VIUYMVIH �WQEVXTLSRI WLSYPH FI
EFPI XSQEOI GEPPW EVI I\TIGXIH �%TTPI TVSHYGXW PSSO ERH JIIP RMGI EVI HIWMVIH KEMRW ��� SV EVI YRI\TIGXIH �FI]SRH GYWXSQIV I\TIGXEXMSRW#

([DPSOHV 'RQȇW VOHHS ZHOO DW QLJKW RIWHQ PDNH PLVWDNHV LQ D VRIWZDUH SURJUDP KDYH GLɝFXOW\ DUUDQJLQJ PDQ\ DSSRLQWPHQWV�

��� ;LEX ŦKEMRWŧ HS ]SY FVMRK [MXL ]SYV GSRGITX# �8LI FIRIƈXW SJ XLI GSRGITX

��� 4VSHYGXW ERH WIVZMGIW � ;LEX XERKMFPI� MRXERKMFPI� HMKMXEP ERH ƈRERGMEP TVSHYGXW SV WIVZMGIW HSIW ]SYV GSRGITX SƇIV#

([DPSOHV FRS\ULJKWV VDOHV DVVLVWDQFH FRQVXOW LQVXUDQFH IDFLOLWDWLRQ JXLGDQFH �RQOLQH FRXUVH� ZHE DSS ERRN WUDLQLQJ�

'YWXSQIV NSFW Ť;LEX GSYPH FI XLI XEWO SV XEWOW SJ XLI GYWXSQIV XLEX�
� WKH\ DUH WU\LQJ WR SHUIRUP DQG FRPSOHWH
� WKH SUREOHPV WKH\ DUH WU\LQJ WR VROYH
� RU WKH QHHGV WKH\ DUH WU\LQJ WR VDWLVI\"
� :KDW DUH VRFLDO MREV �ORRN WUHQG\ SHUFHLYHG OLNH SURIHVVLRQDO�" :KDW DUH HPRWLRQDO MREV �IHHOLQJ JRRG VHFXUH�" ([DPSOHV 6WD\ XS WR GDWH
LPSURYH VNLOO VHW�

� � *SVQYPEXI XLI XEWOW SV NSFW XLEX ]SYV GSRGITX MW EHHVIWWMRK JVSQ ]SYV GYWXSQIV�
3.7 How does your service create value for your customer? (Value proposition)

The concept brings the following value:

Example. 
The [employee initiative toolkit] helps [employees with an idea for a new initiative]  who want to [explore this opportunity by pitching for the 
PDQDJHPHQW@ E\ >UHGXFLQJ XQFHUWDLQW\ DERXW SURFHVV DQG FULWHULD IRU HPSOR\HH LQLWLDWLYHV@ DQG >HQDEOLQJ HPSOR\HHV WR IXOȴO WKHVH FULWHULD HHFWLYHO\
in a convincing pitch  as there is no structured guidance or support for employee initiatives in TOPdesk (yet).

Our [products and services] …………………….. ……………………..……………………..……………………..……………………..……………………..

helps [who] …………………….. …………………….. …………………….. …………………….. …………………….. …………………….. …………………….., 

who want to [jobs to be done] …………………….. …………………….. …………………….. …………………….. …………………….. ……………………. 

by [reducing, avoiding (pains)] …………………….. …………………….. …………………….. …………………….. …………………….. …………………….. 

and [increasing, enabling (gains)] …………………….. …………………….. …………………….. …………………….. …………………….. 

unlike [competing value proposition.] …………………….. …………………….. …………………….. …………………….. …………………….. 
 

��� +EMR GVIEXSVW Ť ,S[ HSIW ]SYV GSRGITX GVIEXI GYWXSQIV KEMRW ERH FIRIƈXW#

Example. Make your customers’ work or life easier  via better usability  accessibility  more services  or lower cost of ownership. 
Help make adoption easier  through lower cost  fewer investments  lower risk  better quality  improved performance  or better design. 

Notes

3.5 Pain relievers – How does your concept ease the ‘pain’ of the customer?
([DPSOH� 3URGXFW VDYLQJV VDYH WLPH VDYH PRQH\ VDYH HRUWV HWF� 2U ȴ[ XQGHUSHUIRUPLQJ VROXWLRQV" %\ LQWURGXFLQJ QHZ IHDWXUHV EHWWHU
SHUIRUPDQFH RU HQKDQFHG TXDOLW\"
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;L][SYPH ]SY HS XLMW#
%\ EHLQJ DZDUH RI WUHQGV DQG GHYHORSPHQWV \RX DUH DZDUH RI LQȵXHQFHV
WKDW FRXOG LPSDFW \RXU VROXWLRQ LQ WKH IXWXUH� %\ XQGHUVWDQGLQJ DQG
UHFRJQL]LQJ WKHVH LQȵXHQFHV \RX FDQ EXLOG D FDVH ZK\ \RXU VROXWLRQ LV H�J�
FDQ EH HYHQ PRUH XVHIXO LQ WKH IXWXUH RU FDQ KDQGOH IXWXUH FKDOOHQJHV�
7KHVH DUJXPHQWV FUHDWH FUHGLELOLW\ IRU WKH IXWXUH YDOXH RI \RXU VROXWLRQ QRW
RQO\ QRZ EXW DOVR LQ WKH IXWXUH ZKLFK VXSSRUWV WKH DUJXPHQW WKDW \RXU
VROXWLRQ LV DWWUDFWLYH IRU 723GHVN WR DGGUHVV�

Trend
Ȋ$ WUHQG LV VWULFWO\ DQ KLVWRULFDO FKDQJH RYHU WLPH H�J� WKH ULVLQJ QXPEHU RI
LQGLYLGXDOV ZLWK DQ L3KRQH RU WKH ULVLQJ SULFH RI D EDUUHOO RI RLO� :KHQ IRU DQ\
SDUWLFXODU LVVXH FHUWDLQ YDULDEOHV RU FKDQJHV ZHUH LPSRUWDQW DQG GHFLGHG WR
FROOHFW GDWD RQ WKDW YDULDEOH RYHU WLPH WKDW FDQ EH GHVFULEHG LQWR D WUHQG�

Development
:KHQ WKLV LV WUDQVODWHG LQWR D IXWXUH GHYHORSPHQW DVVXPLQJ LW GHYHORSV LQ
WKH IXWXUH ZLWK D ORQJ�WHUP DQG ODVWLQJ HHFW RQ DQG FKDQJH VRPHWKLQJ LW
LV FDOOHG D GHYHORSPHQW� &XUUHQW GHYHORSPHQWV DUH PRYLQJ LQ D GLHUHQW
GLUHFWLRQ RU LQWHQVLI\LQJ HYHQ PRUH�ȋ 

7KHUH DUH WHFKQRORJLFDO VRFLDO HFRQRPLF SROLWLFDO HQYLURQPHQWDO WUHQGV
DQG GHYHORSPHQWV�

7Ζ3�
0DQ\ ODUJH FRQVXOWDQFLHV GR WUHQG DQG GHYHORSPHQW UHVHDUFK DQG
VXPPDUL]H WKHVH SXEOLFO\ RQ WKHLU ZHEVLWH IRU \RX WR ȴQG� ([DPSOHV
RI WKHVH DUH 3Z& 'HORLWWH .30* 	 (	<� 7U\ DQG *RRJOH WKHVH�

7Ζ3�
$Q LQWHUHVWLQJ UHSRUW GHVFULELQJ Ȇ0HJDWUHQGVȇ VXPPDUL]HV WKH PRVW
LPSRUWDQW WUHQGV GHYHORSPHQWV GULYHUV DQG LVVXHV LQ WKH FRPLQJ
IXWXUH�
Ȋ%H\RQG WKH QRLVH WKH PHJDWUHQGV RI WRPRUURZȇV ZRUOGȋ IURP
'HORLWWH 

7Ζ3�
1DPLQJ WKH VRXUFHV RI \RXU DUJXPHQWV ZLOO KHOS LQ FUHGLELOLW\�

�� ,S[ GER ]SY HIWGVMFI XLIQEVOIX ]SYV WSPYXMSR [MPP STIVEXI MR#
+RZ ODUJH LV WKH LQGXVWU\" :K\ WKLV LQGXVWU\" +RZ GRHV WKLV PDUNHW ORRN OLNH LQ WKH IXWXUH �JURZLQJ VSHFLI\LQJ�"

�� ;LEX XVIRHW SV HIZIPSTQIRXW EVI VIPIZERX JSV SYV GSRGITX# ;L]# ,S[ HSIW MX MRƉYIRGI XLIQEVOIX ERH�SV GYWXSQIV RIIHW#
([DPSOH� 7HFKQRORJLFDO WUHQG�
$Ζ�IXHOHG RUJDQL]DWLRQV� 7KH JRDO LV DQ $Ζ�IXHOHG RUJDQL]DWLRQ LQ ZKLFK KXPDQV DQG PDFKLQHV ZRUN WRJHWKHU ZLWKLQ GHVLJQHG GLJLWDO V\VWHPV WR
KDUQHVV GDWD�GULYHQ LQVLJKWV� ΖW LQȵXHQFHV WKH PDUNHW EHFDXVH Ȑ� >GHSHQGV RQ VROXWLRQ@

3. What are direct and/or indirect competitors of your solution?
,S[ MW ]SYV WSPYXMSR HMƇIVIRX JVSQ ]SYV HMVIGX�MRHMVIGX GSQTIXMXSVW#

• Compete on product form (PS4 vs XboxOne)
• Compete on gaming devices (Ipads  Nintendo etc. )
• Compete on other entertainment devices (SmartTV  Google Chrome  etc.)
• Compete on other gadgets  lifestyle entertainment (cinema  mountain bikes)

4. Market opportunity
;L] MW ]SYV WSPYXMSR ƈPPMRK E KET JSV GYWXSQIVW#
,S[ MW ]SYV WSPYXMSR VIWMPMIRX XS GLERKIW MR XLI JYXYVI �QEVOIX� HIZIPSTQIRXW� XVIRHW#

TIP. Use sources  numbers for credibility.

Notes.

* AI-fueled organizations. (2019). Retrieved 7 August 2019  from https //www2.deloitte.com/insights/us/en/focus/tech-
trends/2019/driving-ai-potential-organizations.html

** https //www.pwc.com/gx/en/issues/economy/global-economy-watch/predictions-2019.html 
*** https //www2.deloitte.com/content/dam/Deloitte/nl/Documents/public-sector/deloitte-nl-ps-megatrends-2ndedition.pdf 

**** https //www.lead-innovation.com/english-blog/trend-research 
>@ KWWSV ��YLVLRQIRUHVLJKWVWUDWHJ\�ZRUGSUHVV�FRP������������WUHQGV�YV�HPHUJLQJ�LVVXHV�ZKDW�LV�WKH�GLHUHQFH�
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;L][SYPH ]SY HS XLMW#
A product or service is more likely to succeed when there is internal 
expertise on the matter. New skills can be learned and expertise can be 
FROOHFWHG EXW GHȴQH KRZ WKH VLWXDWLRQ RQ H[SHUWLVH LV QRZ ZKDW LW VKRXOG
be in the future and what should be done for this.

Look back at template 2  on team expertise.

TIP. 
Keep the number of answers limited.
Address the points that are most relevant and important to the 
customer. Activities  pains or gains your concept addresses with 
being a focus  can be left out.

7Ζ3� %H VSHFLȴF ZKDW WKH SDLQV JDLQV RU WDVNV DUH� $VN ZK\�ZK\�ZK\
to makes it easier to solve.

Example. People have limited time for this activity. (Why?) They too 
many tasks for one day. (Why?) Managers reward only hard working 
/ overworking employee and thus I feel pressured to do these jobs 
in one day.

;LEX ORS[PIHKI ERH WOMPPW EVI RSX GYVVIRXP] WYƊGMIRXP] TVIWIRX �]IX ERH[L]#
%RH LS[ HS[I TVSTSWI XS XEGOPI XLMW#

Examples.
Hire people with particular knowledge  set up workshops for (particular) employees  build new department  etc.  

;L] MW MX FIRIƈGMEP JSV 834HIWO XS MRZIWX MR YWMRK�KEMRMRK XLMW ORS[PIHKI ERH XLIWI WOMPPW FIWMHIW FIRIƈXMRK XLMW TVSNIGX �WLSVX�XIVQ ERH PSRK�
XIVQ#

Examples.
Helps TOPdesk brand to expand worldwide  allows for faster improving (current)TOPdesk software  etc.

;LEX EVI GYVVIRX WXVIRKXLW ERH WOMPPW [MXLMR 834HIWO XLEX EVI VIPIZERX JSV XLMW GSRGITX#

Examples.
Strong customer focus  experienced consultancy department  excellent support education  top notch (relevant) software knowledge  etc.

Notes.
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;L][SYPH ]SY HS XLMW#
7KH ȴW GHVFULEHV ZK\ \RXU VSHFLȴF SURGXFW�VHUYLFH FDQ EH GHYHORSHG DQG
ODXQFKHG E\ 723GHVN DQG LV D JRRG LGHD WR GR WKLV�
:KHQ \RX FDQ GHȴQH WKLV FOHDUO\ \RX KDYH D FOHDU DUJXPHQW ZK\ \RXU
FRQFHSW LV D JRRG GHFLVLRQ WR FRQWLQXH ZLWK DQG PDNH LW D 723GHVN SURMHFW�

7KLV WHPSODWH XVHV WKH LQIRUPDWLRQ RI SUHYLRXV WHPSODWHV�

&KHFN WKH IROORZLQJ TXHVWLRQV DQG GLVFXVV LI WKHVH SRLQWV DUH IXOȴOOHG�
'LVFXVV KRZ WKH\ RU LI WKH\ DUH QRW DQG ZK\ LW LV �VWLOO� D JRRG GHFLVLRQ�

8-4�
7KH ȴW GHVFULEHV ZK\ \RXU VSHFLȴF SURGXFW�VHUYLFH VKRXOG EH GHYHORSHG
DQG �SRVVLEO\� ODXQFKHG E\ 723GHVN DQG QRW DQRWKHU FRPSDQ\�
:KHQ \RX FDQ GHȴQH WKLV FOHDUO\ \RX KDYH D FOHDU DUJXPHQW ZK\ \RXU
FRQFHSW LV D JRRG GHFLVLRQ WR FRQWLQXH ZLWK DQG PDNH LW D 723GHVN SURMHFW�

8-4�
ΖI \RX GLVFRYHU VRPH ȴWV GR QRW PDWFK �\HW� WKHQ GHVFULEH ZK\ WKLV GRHV
QRW KDYH WR EH D SUREOHP� +RZ FDQ LW EH DQ RSSRUWXQLW\ IRU 723GHVN"

;LEX MW XLI PSRK�XIVQ ZEPYI JSV 834HIWO [LIR ]SYV GSRGITX MW HIZIPSTIH �� RI\X XS VIZIRYI#
Examples. Brand exposure  exploration of this particular (non-ESM) market  expanding internal knowledge etc.

;LEX EVI ]SYVQSWX GSRZMRGMRK EVKYQIRXW [L] ]SYV GSRGITX MW HIWMVIH F] YWIVW#
TIP. Look at template 3+ 4 (Consumer value  Market opportunities)

;L] MW 834HIWO ŦXLI GSQTER]ŧ XS TYVWYI XLMW TVSNIGX ERH TYX XLMW TVSHYGX�WIVZMGI SR XLIQEVOIX#
TIP. Take inspiration from template 4 & 5 (Strenghts  Market opportunities)

���� 'LIGO XLI JSPPS[MRK UYIWXMSRW ERH HMWGYWW MJ XLIWI TSMRXW EVI JYPƈPPIH� (MWGYWW LS[ XLI] SV MJ XLI] EVI RSX� ERH[L] MX MW �WXMPP E KSSH
HIGMWMSR�

*MX [MXLQMWWMSR � ZMWMSR
0LVVLRQ Ȋ*XLGLQJ RUJDQL]DWLRQV WR DFKLHYH VHUYLFH H[FHOOHQFH E\ JHWWLQJ SHRSOH DV HQJDJHG DV SRVVLEOH HPSRZHULQJ WKHP WR ZRUN WRJHWKHU�ȋ

<HV EHFDXVH $OPRVW EHFDXVH 1RW \HW EHFDXVH 1R EHFDXVH

*MX [MXL 834HIWO GSVI ZEPYIW
)UHHGRP 5HVSRQVLELOLW\ DQG 7UXVW

<HV EHFDXVH $OPRVW EHFDXVH 1RW \HW EHFDXVH 1R EHFDXVH

*MX [MXL GYVVIRX WXVIRKXLW �
 ORS[PIHKI [MXLMR 834HIWO
7XVIRKXLW� WOMPPW� 8IQTPEXI ��

Notes.
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;L][SYPH ]SY HS XLMW#
Besides the potential success of the product/service itself  it is important to 
know how TOPdesk is going to make this happen and get the product from 
TOPdesk to the consumer.

Business model
%\ GHȴQLQJ KRZ 723GHVN FUHDWHV FDSWXUHV DQG GHOLYHUV WKH YDOXH RI \RXU
concept  you evaluate whether  TOPdesk has the resources to make it work 
LQ WKH ȴUVW SODFH RU FRQVLGHUDWLRQV WKDW DUH QHHGHG LQ WKH IXWXUH�

%\ GHȴQLQJ WKH GLHUHQW VXEMHFWV LQ D EXVLQHVV PRGHO \RX EHFRPH DZDUH
RI WKH RSSRUWXQLWLHV RI WKH �SRWHQWLDO� EXVLQHVV PRGHO IRU 723GHVN� Having 
a business model is a great argument to increase the viability of your 
idea.

TIP. 
The goal is to show how’ TOPdesk can deliver this product to the 
customer.
ΖW GRHV QRW PDWWHU LI VRPH SRLQWV DUH QRW WRWDOO\ IHDVLEOH \HW PDNH
WKHP UHDOLVWLF DQG YDOXDEOH�

TIP. 
.HHS LW VLPSOH� ΖW GRHV QRW QHHG WR EH RULJLQDO RU H[WUDRUGLQDU\ MXVW
make it work (for now)!

TIP. 
ΖI \RX KDYH GRXEWV WDNH WKHP WR \RXU SURGXFW PDQDJHU WHDP OHDG
or the management team. Take it as an opportunity to get help.

:EPYI TVSTSWMXMSR Ť;LEX ZEPYI HS [I HIPMZIV XS XLI GYWXSQIV#
Take template 3  the last question (value proposition)

'YWXSQIV VIPEXMSRWLMTW Ť ,S[ HS ]SY MRXIRH XS HIEP [MXL ]SYV GYWXSQIVW#
([DPSOH� 3HUVRQDO DVVLVWDQFH VHOI�VHUYLFH DXWRPDWHG VHUYLFHV FR�FUHDWLRQ

'LERRIPW Ť 8LVSYKL[LMGL GLERRIPW HS [I VIEGL SYV GYWXSQIVW#
([DPSOH� 6DOHV IRUFH :HE VDOHV SDUWQHU VWRUHV RZQ VWRUHV SRS�XS VWRUHV�

'YWXSQIV WIKQIRXW � *SV [LS EVI [I GVIEXMRK ZEPYI#
([DPSOH� 0DVV PDUNHW QLFKH PDUNHW VHJPHQWHG GLYHUVLȴHG� 0HGLFDO LQGXVWU\ :DWFK LQGXVWU\ LQGXVWULDO DXWRPDWLRQ VHFWRU"

Key resources – What resources does TOPdesk need to deliver this product/service, in terms of physical facilities, Intellectual, Human and Fi-
nancial? 
Example.  Manufactering facilities  brand  copyrights  hire new employees  constant training employees  loans  etc.

Key partnerships – Who are our partners in this? Who are suppliers? 
Example. Suppliers electronics chips  collaboration with another brand  licenses etc.

Costs – What are the most important costs to make this happen?
Example. Certain outsourcing activities  salaries  development costs  copyrights  distribution costs.

Revenue streams – How will TOPdesk create revenue with the product/service?
Example. Usage fee  Subscription fee  renting  leasing  Licensing  Advertising?
Does it depend on certain customers? Sales above certain number of sales.

Key activities – What necessary activities does it require for the product/service to be delivered?
([DPSOH� 0DVV PDUNHW QLFKH PDUNHW VHJPHQWHG GLYHUVLȴHG� 0HGLFDO LQGXVWU\ :DWFK LQGXVWU\ LQGXVWULDO DXWRPDWLRQ VHFWRU"

*Inspired from Business Model Generation. Alexanders Osterwalder & Yves Pigneur. 2010.



Template 8

(IƈRI 4VSSJ SJ 'SRGITX 8/10

;L][SYPH ]SY HS XLMW#
A Proof of Concept is a small exercise of the product/service concept that can 

test a single or few functionalities of the actual designed product/service. It 

is used to test if the products’ functionalities can work to ‘proof’ whether the 

concept can be developed and validates the technical feasibility.

ΖW LV GLHUHQW IURP D SURWRW\SH� $ SURWRW\SH LV D YLVXDOL]DWLRQ RI KRZȇ WKH
product or service will work eventually  showing e.g. the layout or interaction 

with a product.

ΖQ WKLV WHPSODWH \RX GHȴQH WKH 3URRI RI &RQFHSW�
By explaining how the Proof of Concept can test the functionalities and 
the resources needed, the MT a clearer image of the investments in time 
for this concept and project.

Look back at template 1  for the list of functionalities of your concept.

TIP. 

The goal is to show ‘how’ TOPdesk can deliver this product to the 

customer.

It does not matter if some points are not totally feasible yet  make 

them realistic and valuable.

TIP. 

Keep it simple. It does not need to be original or extraordinary  just 

make it work (for now)!

TIP. 

Take template 3 – customer segments as an example.

,S[ GER ]SY XIWX XLMW JYRGXMSREPMX]# %RH[LEX LETTIRW [LIR ]SYV GSRGITX [MPP TVSSJ XS [SVO#

Example. 

By … The PoC proofs the concept  when the [functionality]  shows that this [data] shows in another software. This proofs that ….

;LS ERH[LEX HS ]SY RIIH XS ŦQEOIŧ XLMW 4VSSJ SJ 'SRGITX#
Examples.

Developers  buy software  buy licence  hire temporarily intern.

Tip. Include costs  people  time  materials  etc.

8IWXMRK [LEX JYRGXMSREPMX] �SV GSQFMREXMSR SJ [MPP ŦTVSSJŧ XLI [SVOMRK SJ ]SYV GSRGITX# %RH[L]#
TIP. Describe only the necessary functionalities.

Notes.



Template 9

(IƈRI *YXYVI WXITW 
 4PERRMRK 9/10

;L][SYPH ]SY HS XLMW#
A valuable product and service is great.
But what if it is going to take 5 years before it reaches the market  it is the 
concept than still based on relevant information and will it be a success?
By making estimations in steps about time and resources  you create the 
arguments why this project is interesting for TOPdesk.

TIP. 
Ask  mail  skype or message some of your fellow colleagues to get 
a better idea about expenses. Together  you have more insights on 
short notice in expenses and development. You can always ask.

TIP. 
Is there knowledge of online 

,S[ PSRK HS ]SY XLMRO MX [MPP XEOI JSV XLI TVSHYGX�WIVZMGI XS FI PEYRGLIH F] 834HIWO �HIPMZIVIH#
Example. Think about logistics  set up (technical) support  marketing strategy  etc.

,S[ PSRK HS ]SY XLMRO MX [MPP XEOI JSV XLI TVSHYGX�WIVZMGI XS GVIEXI VIZIRYI ERH WXEVX QEOMRK TVSƈX �GVIEXI ZEPYI#
Example. 
First sales after 3 months with existing clients. After 1 year  2 big clients  etc. This is reasonably to say  because the service has clear roots in the need 
of a few of our current big customers.

7Ζ3� <HV WKH DPRXQW RI VDOHV RU SURȴW PLJKW EH KDUG WR VD\� 7U\ WR ȴQG LQVSLUDWLRQ IURP SUHYLRXV RU RWKHU SURGXFW�VHUYLFHV IRU LQVSLUDWLRQ�
7Ζ3� ΖI QXPEHUV ZLOO QRW PDNH VHQVH WU\ WR PDNH DQ HVWLPDWLRQ RI WLPH IRU ȴUVW VDOHV�

8LIVI MW QSVI WTEGI SR XLMW TETIV XSQEOI RSXIW�

�� ,S[ PSRK HS ]SY XLMRO MX [MPP XEOI JSV XLI TVSHYGX�WIVZMGI XS FI HIZIPSTIH# (IWGVMFI XLI XMQI ]SY IWXMQEXI �VSYKLP] JSV XLI HMƇIVIRX
EGXMZMXMIW MR XLI HIZIPSTQIRX WXEKI SJ ]SYV GSRGITX�
([DPSOH� 7KLQN DERXW WHVWLQJ 3URRI RI &RQFHSW 3URWRW\SLQJ 'HYHORSLQJ�&RGLQJ 8; 'HVLJQ 3LORW WHVWLQJ�
(Does it take weeks  months  years?)

Notes.









Appendix B
Image used to compare drivers and barriers for organising employee initiatives

for new service development at TOPdesk. Based on input from participatory design sessions 
with employees





The comparison between drivers and barriers for employee initiatives for new service 
development between the literature review and the participatory session.

These are the barriers.
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Title of Project

Initials & Name Student number

IDE TU Delft - E&SA Department /// Graduation project brief  & study overview /// 2018-01 v30 Page 3 of 7

Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.  
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project. 

project title

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet 
complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the 
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money,...), technology, ...). 

space available for images / figures on next page

start date - - end date- -

Using participatory design to create a strategy for organizational change

11 12 2018 15 05 2019

Nowadays we live in a ‘pressure society’, which means that keeping our work-life balance in our working environment 
is more difficult to manage. This causes a part of the growing number of stress and burnout complaints at work, which 
is bad for business and more importantly the people working there. This societal problem has been growing the last 
couple years, and needs a solution for people and companies to better manage the work-life balance. 
The human-centred approach has been used to improve the relationship with business’ own employees as a source of 
invention and continuous growth (Junginger, 2008). Junginger (2008) says that organizations are beginning to 
recognize that companies’ internal operations may be intimately linked to the overall customer experience they 
provide. The improvement of this employee (human) relationship could be the place to work on the work-life balance 
in a company, while working on and improving the business performance. 
 
However, the translation towards an organization that is truly human-centred can be challenging, because this 
mindset needs to go through every aspect of the organization including a matching company culture and working 
environment (Mootee, 2013). 
 
Ways to create and implement organizational and cultural changes can be by adopting new approaches to organize 
work responsibilities. Examples are flexible working arrangements, activity/project-based working, 
performance-related pay, 6-hour work days, but can also include the change of cultural values and work ethics of how 
a person individually divides his/her working time. 
Depending on which approaches, this can result in employee loyalty and engagement, increased organizational 
commitment, and higher job satisfaction. It can also help recruit and retain talented employees in an organization 
(Shagvaliyeva & Yazdanifard, 2014), which benefits business performance.  
 
During the project I will collaborate from the HR department of the company TOPdesk. TOPdesk is a technology 
company providing service management software with product adaptations for different market sectors, like 
healthcare and education. Their current set of services help organizations run smoother, with a higher quality of 
service and impeccable customer experience by improving processes, growing teams' skills and delivering better 
services (Topdesk, 2018).  
TOPdesk highly values their employee experience and is also rated as one of the current best employers of the 
Netherlands (Glassdoor Blog (NL), 2017). 
Recently employees of TOPdesk have started to request adjustments about working from a different place or working 
at hours outside the normal 9 to 5h range. But TOPdesk and its HR department prefer to have their employees on the 
work floor during their contract time for cultural and practical reasons, like the addition and difficulties that come with 
purchasing technological tools for working from different places. While TOPdesk sees the value of exploring different 
ways and approaches of working, it has not responded to this need yet. This demonstrates a gap between fulfilling 
human needs and a business opportunity that could go hand in hand. To fill this gap and bring a solution into reality, 
there is a high likelihood for it to contain technological implementation, as shown in figure 1. 
 
This project is about finding and creating a new approach to (re-)organize work responsibilities for TOPdesk that 
matches the needs of the employees, the company culture and future direction and strategy of the company using 
human-centred design. By taking a strategic design approach to an HR opportunity, I will create the link between the 
power of a company's internal operations for improved business outcomes (and its customer experience). 
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PROBLEM DEFINITION  **
Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30 
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

ASSIGNMENT **
State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed 
out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for 
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In 
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

TOPdesk sees different opportunities and benefits of exploring and implementing new approaches to organize work 
responsibilities in their current culture and organization, because their current way of working might not fit their 
current innovative mind-set and project approach. Nonetheless they also see many obstacles. 
These obstacles include  
- company and governmental regulations on working environment 
- the investment in time needed for a successful strategy implementation 
- the possible resistance of wanting to change people’s way of working (routine) 
- the change needed in the organizational culture, which they worked hard on to build this way 
- and the change in work environment and facilities (facility management) 
 
During the project, I will address the following questions:  
- How can a new approach to working improve the TOPdesk business strategy and performance? 
- How to create leverage and engagement amongst TOPdesk employees for organizational change and a new 
approach to working? 
- How can tools help TOPdesk employees to implement an organizational and cultural change? 
- How can Design Thinking and Participatory Design contribute to HR being a strategic business partner? 
 
To frame the project, the implementation of the final solution will be outside this project and is the further 
responsibility of HR and other support departments. The consideration of regulations needed for the solution will only 
be used to help frame the final solution. I will create the strategy for the head office in Delft, excluding other offices in 
and outside the Netherlands.

I will explore and design a new and different approach to (re-)organizing work responsibilities that fits the innovative 
mind-set and approach of TOPdesk using Design Thinking and Participatory design, while considering the company 
vision, culture and employee experience. 

Tangible concept framework/strategy with a tangible tool that allows HR to implement a new/different approach to 
organize work responsibilities in the current and future company culture of TOPdesk.
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your 
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed. 
Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives 
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a 
specific tool and/or methodology, ... . Stick to no more than five ambitions.

FINAL COMMENTS
In case your project brief needs final comments, please add any information you think is relevant. 

Stakeholder involvement and management through Participatory design 
Stakeholder involvement and management is something that is discussed a lot in strategic design as being very 
valuable during the process as well as for the result. During projects, there was often very little time to involve 
stakeholders because of availability of time of the client companies.  
While I think stakeholder involvement is a challenge, this project would be the perfect opportunity to learn how to 
approach and maintain stakeholders through participatory design. 
At the same time, I work and feel better in a team, so this way I ‘create’ my own team of involved people during the 
whole process, which prevents me from getting stuck on my own during the process.  
This will be done partly by constantly involving people during the different phases in the project. The HR department 
is my ‘base’, who I have contact with often and I can easily ask questions. 
Also, after measuring the general interest at TOPdesk, I can assume that there are enough people who want to 
participate and contribute to my project. Through different platforms at TOPdesk and contacts via HR I can reach a 
diversity of people representing TOPdesk for all kinds of project related questions. 
For some support outside TOPdesk, I will have a graduation buddy, who is also graduation student, so that we can 
help each other with process and content feedback and some moral support from the student perspective. 
 
Design Thinking 
During my Bachelor and Master I have been taught different design methodologies and design methods and how to 
choose and apply these during a design process. Often the term ‘Design thinking’ was used, to name what we were 
taught as (strategic) designers, although there is a more detailed theory behind this definition to really create a 
human-centred design. As a strategic designer, I am interested in what this method then actually entails. Besides that 
Design Thinking is a good approach for the project, that is also why I will apply Design Thinking to my create a good 
understanding of the method to being able to confidently being able to apply, explain and reflect on this method to 
rightfully discuss and maybe promote this method afterwards.  
 
Creating and exploring the link between HR and Strategy Design 
As a designer, I have always been interested in the ‘power of the people’ as part of the innovation and growth of a 
company. During the master, organizational change and innovation management as part of this, have been discussed, 
it was not very in-depth. That is why I spent my elective part doing courses at the Master Strategic Human Resource 
Leadership at the Radboud University in Nijmegen. These courses introduced me to basic Human resource activities 
and practises. As I found the idea of HR really interesting, the approach and education was not very inspiring. But I do 
see the opportunity of a creative design approach within HR to allow this ‘power of the people’ to support the 
innovation of a company. That is why I will collaborate with the HR department of TopDesk during my graduation 
project. 

[Design Thinking: A Method for Creative Problem Solving. (2018). Retrieved from 
https://www.ideou.com/pages/design-thinking] 
 
van Turnhout, K., Hoppenbrouwers, S., Jacobs, P., Jeurens, J., Smeenk, W., & Bakker, R. (2011). Requirements from the 
Void: Experiences with 1: 10: 100.
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