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APPENDIX A

Project 
Brief

Figure A: Screenshots of the 
approved project brief. 

Screenshot of the approved project 
brief as approved by the IDE Board of 
Examiners.
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APPENDIX B

Research 
Process

Figure B: The path of expression.
 The method helps to let the interviewee be aware of what happens in 
the present (1), then to recall and reflect on the past (2), which supports 
the person to think of the underlying layers of their thoughts (3). This 
method makes the interviewee explore their aspirations for the future 
more easily (4) (Sanders & Stappers 2014). 

SCHEDULING

Scheduling of the interviews began early in the process 
because there was a desire to stop as many delays or 
problems as possible with sampling due to the snowball 
effect. An appointment proposal was sent out to 
employees who met the sampling requirements when the 
interviews were scheduled.  Given that these interviews 
were conducted simultaneously that COVID-19 was 
spreading throughout the Netherlands, the interviewing 
process was held entirely online instead of at the 
Accenture Interactive office in Amsterdam.

INTERVIEW GUIDE

Each interview lasted one hour and was semi-structured 
to go in-depth on specific topics (see Appendix C for a 
detailed version of the interview guide). Also, questions 
were formulated creatively and reflectively, focusing on 
the reasoning of the interviewees. 

The goal of these interviews is to understand the needs 
and wishes surrounding the context of cross-pillar 
working. In order to gain a rich understanding of their 
experiences, participants are provided with questions 
to explore their current situation and experiences in the 
realm of cross-pillar working.  Moreover, in order to invite 
people to explore future cross-pillar working experiences, 
it is vital to provide them with space that they can use to 
tell about ideas about future scenarios. This framework 
that can explore the present, past, and future experience is 
called the path of expression(Sanders & Stappers 2014), 
see figure B.

their view on the overall cross-pillar working currently
their experience of cross-pillar working in a selected 
project
their view of the future of cross-pillar working

These topics were used as guidance during the semi-
structured interviews. In addition, they would help explore 
elements, problems and opportunities for Accenture 
Interactive to improve the performance of cross-pillar 
working. 

The interview is structured according to this structure 
and semi-structured interview method. Semi-structured 
interviews give the interviewer the freedom to add or adapt 
questions if necessary (Patton, 2002). Semi-structured 
interviewing was selected as means of data collection 
because it is well suited for the exploration of the 
perceptions and opinions of respondents (Barribal & 60 
While, 1994). Furthermore, semi-structured interviewing 
enables probing for more information and clarification 
of answers (ibid.). Semi-structured interviewing provides 
flexibility in the flow of the interview, which results in the 
freedom for the interviewer to think about and formulate 
questions as they come to the mind of the interviewer 
around the issue being investigated (Kumar 2011). The 
focus of the questions was guided by the subjects in the 
interview guide, and based on the elements that form a 
foundation for a successful cross-functional team; the 
right team members, team development, task delegation, 
communication and trust (Parker, 1994)(Laurent & Leicht, 
2019). 

During the first part, the participants were asked to assign 
a number to illustrate what is going well and what could be 
improved in their pillar with regard to cross-pillar working. 

During the second part, questions were asked to get 
more information about the experience of the previously 
mentioned elements in paragraph 2.5 that form a 
basis for a successful cross-functional team; the right 
team members, team development, task delegation, 
communication and trust, in order to obtain equal results 
from the interviewees. The first and last part was to get 
ideas for improvements. These parts were not coded 
during the analysis of the interviews and were only used 
for inspiration purposes in the solution design phase. 

First, some more general questions are asked to get 
more information about the user’s profile. Then the 
current experience of cross-pillar working in the context 
of their pillar is discussed. Followed by some questions 
about how working with other pillars went when the 
interviewee was involved in the cross-pillar project. This 
is to hopefully ensure that the interviewee can better 
argue their future vision of cross-pillar working. This 
future vision, can be used to determine what the solution 
for cross-pillar working may be. The interview guide was 
tested with three respondents prior to the interview. 
Closed-ended questions were omitted, and questions that 
were unclear were rephrased. Since quite a few interviews 
were conducted, the interview guide evolved during the 
process and became better and more concise by the end 
of the interview process. 

SOFTWARE 

As previously mentioned, the interviews required online 
participation. Since Accenture Interactive works with 
Microsoft Teams, this was utilized to conduct and 
schedule the interviews. Overall, the software being used 
was relatively reliable, and during the process, there were 
no severe disruptions that interrupted the interviews. 

An essential factor for interpreting the interviewee’s 
responses was to find software that allowed the 
interviewee to hear only (audio). Unfortunately, of the 
three interviews, the audio was not recorded due to the 
usage of headphones. Fortunately, the annotations made 
during these interviews were elaborate enough to allow 
still analyses to be extracted. After all, interviews were 
conducted, the audio recordings were transcribed one by 
one. 

More information about the scheduling, usage of specific 
software and the act of interviewing can be found in this 
appendix.
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APPENDIX C

Interview 
Guide

Each interview lasted one hour and was semi-
structured to go in-depth on specific topics. Questions 
were formulated creatively and reflectively, focus on 
the reasoning of the interviewees. 



 110  111 Improving cross-pillar working APPENDICES

After planning, conducting and transcribing all the 
qualitative interviews, analysis of the interviews was done 
by means of developing insights. A systematic approach 
was used to analyze the data properly. The interviews were 
transcribed, in order to include the nuance of what was said. 
The first step in the analysis was coding the transcripts. 
First, a clear description of how the interviews were coded, 
analyzed and grouped. The insights following out of this 
process will eventually generate the problems and needs of 
the employees, and will be used as a design brief for the 
solution. 

Initial or open coding is usually the first step of data analysis 
when developing insigths (Birks & Mills, 2015). Initial or 
open coding can be explained as identification of important 
words or groups of words in the data that are labelled with 
words, which are the so called ‘codes’. Also, ‘in vivo codes’ 
are used, which means that the important words or groups 
of words are themselves used as the label (Birks & Mills, 
2015). For coding the interview transcripts, the software of 
Atlas.ti was used to keep overview of the twelve conducted 
interviews and the assigned codes. First, each interview 
transcript was labelled with codes of relevant pieces while 
reading through the transcripts carefully.

While labeling codes to the interviews, attention was paid to 
relevant words, expressions or pieces of sentence (Bryman, 
2016; Brinkmann & Kvale, 2014). While coding, it was 
important to be open-minded. Also, with keeping the end 
goal in mind, it was important to aim for conceptualization 
of underlying patterns. During coding, focus was to be 
unbiased, stay close to the transcripts and code plenty. 

After a first round of coding, codes that were used as 
labels were categorized into code groups. First, codes that 
were synonyms or the same were merged together. Also, 
a few codes within these interviews stood out as being 
too different, causing them to be left out from categories. 
Already from this first round of categorizing the data, it 
can be concluded that some code groups are substantially 
larger than others. Later in the process, code groups will be 
evaluated by their size and could possibly be split up in new 
and more specific code groups. 

In order to continue to structure the data, the code groups 
were categorized in bigger groups, called super codes. 

Results

A total of 235 codes were generated through a systematic 
approach, and thirty-nine code groups were generated after 
the categorization of the codes which were labeled in the 
twelve interviews. Nearly all codes did fit into the existing 
thirty-nine code groups. Only one of the code groups (XX) 
was split into two more specific code groups, as the codes 
within the code group varied significantly. To get a good 
overview of the relationships between the categories, 
an integrative diagram was developed. Following the 
terminology of Strauss (1987), this diagram is explained as 
a visual aid that promotes cumulative integration.

Figure D: Visual representation of the process of 
coding using ATLAS. 

FROM TRANSCRIPTS TO CODES

1.
Conducted and 
transcribed 12 
interviews.

2.
Coding each 
interview line-
by-line.

3.
After all transcripts 
coded. The codes 
that are the 
same (synonym, 
equivalent word 
choice and phrase).

4.
# Total of 
235 codes.

Not all codes groups were used in the five supergroups. The 
four code groups that did not fall under a supergroup were 
considered too out-of-place for the rest of the supergroup. 
However, all code groups were used in the process of 
developing useful insights in the following paragraphs.

FROM CODES TO CODE GROUPS FROM CODE GROUPS TO SUPERGROUPS

5.
Make code groups 
(20< codes/group).

8.
Make supergroups 
of the code groups.

9.
Not all code groups 
fit in an supergroup.

6.
Remove, split 
and organize 
groups.

10.
# Total of 5 
supergroups.

7.
# Total of 39 
code groups.

APPENDIX D 1/2

Code book: 
Data analysis
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Codes to check if siloed
 working is spotted 
in successful(S) or 
unsuccessfrul project (US) 
Siloed – US/S
Not siloed – US/S 

Code for indication of 
successful performance
Succ: Who
Succ: What
Succ: When
Succ: Where

Code for indication of 
unsuccessful performance
UnSucc: Who
UnSucc: What
UnSucc: When
UnSucc: Where

accountability
alligned vision
already fixed
asking questions
attention for cross-chapter innovation
attitude
awareness
awareness of others tasks
before the acquisitions
bonding
brief explenation
CAREER: career path
CAREER: 
challenging and validation
chargebility
checking WIP
CLIENT
CLIENT: demands
CLIENT: partners
CLIENT: working with client
COLLABORATION: on content
COLLABORATION:  hard in different countries
COLLABORATION: collaborative process
COLLABORATION: working together
combine superpowers
CULTURE
CULTURE: commitment culture
CULTURE: different cultures
CULTURE: culture difference
CULTURE: Culture of cultures
CULTURE:
CULTURE: starculture
CONNECTING: connecting directly
CONNECTING: connections
consultancy world
Convincing
covid
design earlier in process
Designers
DIFFERENCE: agency vs consultancy
DIFFERENCE:
difference between chapters
DIFFERENCE:
different background
DIFFERENCE:
different expectations
DIFFERENCE:
different lead
DIFFERENCE:
different tools
DIFFERENCE:
different way of working
Divided
effectiveness vs efficiency
empowered
equal voices
everyone together not working
execution
expectations
commodity
expertise
explaining
exploring
failing fast
FEELING: feeling connected
FEELING: feeling proud
fill the gaps
finding the best way to work
forcing cross-chapter working
full time project
fun
future vision
Future: change the methodology
good relationship
ground breaking
hand-over
have offering, find team
help each other
hierarchy
house of powers
how they work
in the loop
in the moment
informal

initial idea
initiater
Innovative way of working
inside job first
interaction
interaction with the PL
interfaces
International team
involved
iterating
job opportunities
KNOWLEDGE: cross-expertise groups
KNOWLEDGE: know your capabilities
KNOWLEDGE: knowing chapters
KNOWLEDGE: knowing eachother
KNOWLEDGE: knowing skills
KNOWLEDGE: knowing strenghts and 
weaknesses
KNOWLEDGE: knowing what was needed
KNOWLEDGE: unclear chapter means
LEADING 
LEADING: leadership
LEARNING: from eachother
LEARNING :something new
listen to eachother
made it hard
Main challenge
making decisions together
making usage of the expertises
meeting regularly
methodology used
middle man
more collaboration
more communication
more time
motivation
need each other
needed to work together
new KPI’s
new people
no added value
no alligned vision
no bubbles
no chargebility
no conflicts
No feeling of connection to Interactive
no follow-up
no middle man
no planning
no results
no stress
no time
NOT: alligned
NOT: connected
NOT: enough time to figure it out
NOT: following a structure
NOT: knowing people when joined
NOT: knowing their needs
NOT: open for others skills
NOT: rigged in roles
NOT: that many projects
NOT: using expertises
NOT:  working
NOSILO: S
NOSILO: US
offerings
onboarding
onboarding project
ongoing project
only communicate when we are put together
open
organization model
overarching way of working
overlap
own space
people left
personal incentives
PILLARS: design & development
PILLARS: run & communicate
pitching
pointing fingers
presented differently
project managers
projects closed vs company open

Unaware
UA: Transf – S/US
UA: Allign – S/US
UA: Attit – S/US
UA: Organ – S/US
UA: Initiat – S/US

Aware
A: Transf – S/US
A: Allign – S/US
A: Attit – S/US
A: Organ – S/US
A: Initiat – S/US

Unwilling
UW: Transf – S/US
UW : Allign – S/US
UW : Attit – S/US
UW : Organ – S/US
UW: Initiat – S/US

Willing
W: Transf – S/US
W : Allign – S/US
W : Attit – S/US
W : Organ – S/US
W: Initiat – S/US

PROBLEM: conflict
PROBLEM: big sessions dont work
PROBLEM: leaving Accenture Interactive
PROBLEM: stopped after ideation
PROBLEM: selling wrong things
PROBLEM: stuck
recognition
remote harder to connect
responsibilities are clear
responsibilities not clear
responsibility
responsibility in work
ROLES: rigged in roles
ROLES: roles overlap
same goal
Same team
searching for the right skills
selecting right people
selling
SELLING: acquisition
SELLING: cross-chapter projects
SELLING: decide offering for client
SELLING: decide offering, find client
SELLING: delivering skills instead of 
chapters
SELLING: is important
SELLING: sales intake
service as a subscription
SILOED
SILOED: Don’t know the other chapters
SILOED: S
SILOED: US
sit together
SOLUTION
SOLUTION: better
SOLUTION: room for improvement
special team
specifics are different
straightforward
structure of project
SUCC: Who
SUCC: What
SUCC: When
SUCC: Where
switch of the team
talking regularly
task based
team dynamics
team effort
team vs individual
teamwork dreamwork
testing what works
then you can be on your own
TIME: daily
TIME: every week
TIME: everyday informal
time: faster working
TIME: in free time
TIME: quick
TIME: rushed
TIME: short sprint
TOGETHER: all chapters together
TOGETHER: all in this together
TOGETHER: all working for the same 
company
TOGETHER: common denominator
TOGETHER: cross-chapter working
too much clutter
transparancy
T-shape expertise
unconscious
understanding for each other
urgency
UNSUCC: Who
UNSUCC: What
UNSUCC: When
UNSUCC: Where
Why it works
willing vs execution
work with what you have
work within chapter
working for different contactpersons

1. Differences
2. Collaboration
3. One group
4. Consultancy
5. Client
6. Offerings
7. Selling the right thing
8. Measure for success
9. Feelings
10. Connected
11. Not connected
12. Efficiency
13. Empowered
14. Equal
15. Regularly
16. Enhancing
17. Faster
18. Idea before team
19. Conservative
20. Attitude

21. Not effective
22. Task execution divided
23. Responsibility
24. Not good
25. Organizational
26. No understanding
27. Solution
28. Process
29. Selling the wrong things
30. Understanding
31. Expertises
32. Future threat
33. Onboarding
34. Testing out
35. Chargebility
36. Informal
37. Hand-over vs Overlap
38. Fluid Roles
39. Inside Chapter

1. Alignment
2. Attitude
3. Organization
4. Transfer
5. Understanding

APPENDIX D 2/2

Code book: 
Codes

Codebook of all codes, and code groups.

ALL FOUND 
235 CODES ->
Some codes are structured in 
groups already, but most are 
just categories made during 
the process of analysing.
An example of important 
codes are explained below. 

THE 39 CODE GROUPS 
All 235 codes were grouped in 
39 code groups. Then the code 
groups were categorized in five 
super groups.  

CODES used to back 
into the data and find the 
bariers 
in paragraph 6.2.

THE 5 SUPERGROUPS
The five element of cross-pillar 
groups in paragraph 5.1 are 
based on these supergroups. 
More explenation about these five 
groups can be found in paragraph 
5.1. 
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APPENDIX E

Problems found in the 
cross-pillar projects

as mentioned in paragraph 5.1, the presence of 
willingness and awareness is determined based on 
the problems (n=21) mentioned during the indepth 
interviews of the unsuccessful projects. These 21
mentioned problems can be found in this appendix.

• Selling the wrong project to the
• wrong pillar
• unknowingly - reframing the project

• unwilling - to share with other chapters
• Chargebility creates a personal 
incentive by - targets and rewards

• Selling the wrong thing
• interacting as partner or as client
• selling the wants/demands, 
instead of the needs

• Hard to find the right people for the skills
• not knowing where and who to 
asks
• focus on pillars instead of skills
• when your not good at networking 
harder to sell yourself/skills

• Knowing each-other
• A lot of people don’t get in contact 
with the other chapter
• Knowing what is needed and HOW 
they work.

• Attitude
• informal creates deeper 
connections
• seperation creates connection
• free time 
• motivation is just as important  as 
the skills

PROJECT
LAUNCH

PROJECT CONCEPTION 
& INITIATION

• too formal (no informal connections)
• nobody takes responsibilities of the value 
for the client
• the roles are not clear or are too rigged
• not understanding each others 
background, skills and needs
• other roles/processes
• working as equals, will lead to not making 
use of the expertise 

PROJECT 
PERFORMANCE

PROJECT
CLOSE

• Rigged in roles
• not feeling like on the same team
• hand-over instead of overlap
• not knowing what is needed from the 
other to continue
• collaborating on content only
• task execution devided
• testing out what works
• not checking in regularly / not showing 
WIP

• Individual measures
• pointing fingers about mistakes
• individual scoring, instead of team score
• hierarchy
• not checked if the proposed solution is 
really working with the client
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Step 1: define the problem in behavioural terms
The first step involves defining the problem of interest that requires 
intervention in behavioural terms. This means identifying the problem, and 
specifying the behaviour and target population. 

Step 2: select the target behaviour
This step explains that long lists of all other behaviours that may influence 
the target behavioural problem need to be generated. This can then be 
systematically reduced by considering the possible impact of each of 
these behaviours. For this research, behaviours such as physical activity, 
sedentary behaviour and sitting time were considered.
Within the three components that generate behaviour, it is possible to 
develop further subdivisions that capture important distinctions noted in 
the research literature. Thus, with regard to capability, we distinguished 
between physical and psychological capability (psychological capability 
being the capacity to engage in the necessary thought processes - 
comprehension, reasoning et al.). With opportunity, we distinguished 
between physical opportunity afforded by the environment and social 
opportunity afforded by the cultural milieu that dictates the way that 
we think about things (e.g., the words and concepts that make up our 
language). With regard to motivation, we distinguished between reflective 
processes (involving evaluations and plans) and automatic processes 
(involving emotions and impulses that arise from associative learning 
and/or innate dispositions)

Step 3: specify the target behaviour
Step three specifies the target behaviour by outlining the new behaviour 
in greater detail. Specifications should include: who needs to perform the 
behaviour, what do the persons need to do differently, when, where, how, 
and with whom will they do it. 

Step 4: identify what needs to change
The recommended method to understand what needs to change is 
interviews, as this would ensure future interventions are participant-
centred and co-created. The COM-B model and TDF were employed as a 
combined deductive framework for the analysis covering all the relevant 
determinants of behaviour. Comparisons of codes were made, and 
discrepancies resolved by discussion to produce ‘behavioural diagnosis’ 
(a selection of barriers and facilitators). The interview data was managed 
using Atlas qualitative data analysis (as shown in Appendix C).

Step 5 till 8: identify intervention functions and policy categories
Explain COM specifics. Capability, Opportunity, Motivation
This study also aimed to identify relevant intervention functions and policy 
categories to be used following the COM-B and TDF analyses and how 
each of the intervention functions could be supported at an organisational 
level (Table 2). The BCW guide recommends that intervention functions 
and policy categories should be assessed through the use of the APEASE 
criteria. However, as this screening process is largely contingent on 
resource availability, which might be different for intervention developers, 
the onus to use APEASE criteria would lie on individual intervention 
developers. 
The research finally aimed to identify the most appropriate BCTs. BCTs 
mentioned within the qualitative interviews were individually identified 
and selected for the development of a future intervention. These were 
then discussed with the rest of the research team for consensus. Then, 
the most appropriate mode of delivery of each technique was deliberated 
upon and selected by the authors (Table 3).

APPENDIX F

Behaviour 
Change Wheel

Stage One 
Understanding the 
targeted behaviour

1. Define the problem in 
behavioural terms
2. Select target behaviour
3. Specify the target behaviour
4. Identify what needs to 
change (COM-B)

Stage Two 
identify intervention options 
(using the COM-B model)

5. Identify intervention 
functions (BCW)
6. Identify policy categories 
(BCW)

Stage Three 
Identifying and 
implementation options

7. Identify behaviour change 
techniques
8. Identify the mode of delivery

THREE STAGES
of the Behaviour Change Wheel 

The processes of intervention development have 
been broadly categorised into three stages over eight 
steps as recommended for the BCW. In this appendix 
it is in more detail explained what steps one through 
eight consist of, and how step one to three are used 
for contextual purposes and steps four through eight 
for intervention development.



 118  119 Improving cross-pillar working APPENDICES

Figure G: The extended 
COM-B model.

Identified bariers for being WILLING
 to initiate CP project

CAPABILITY
They are not aware of the value of working cross-pillar.
They lack the knowledge how to empower each other 
There is a lack of urgency and follow-up steps
They don’t have access to connections to reach out to

OPPORTUNITY
They perceive a difference in cultures
There is a lack of informal time in CP projects to bond. 

MOTIVATION
They belief that the pillars must mold to each other. 
They belief that the other pillars are competition to their KPI targets.
They belief that initiating a cross-pillar projects will not succeed. 
They dont feel they are part of ONE team.
They believe that there needs to be an intrinsic motivation for the 
best success of CP projects. 
Without urgency and follow-up it is hard to set something in motion. 
People will feel more appealed to work with someone they know. 
People want to feel part of a team.
People reach out less when it is not necessary

Identified bariers for being AWARE 
to initiate CP project

CAPABILITY
They are not aware of the possibilities of CP projects
They are not aware of the skills inside the other pillars. 
They are not aware of the responsibilities of the other pillars. 
They are not aware of  knowing the people
They are not aware about the differences and overlapp of the pillars. 
They don’t understand the client needs

OPPORTUNITY
They don’t have access to the knowledge of who they can reach out 
to. 
They don’t have the tools to start initiation of a CP project. 
They don’t have access to the overview of all the projects initiated. 
There is a lack of planning overlapp of the pillars in a project. 
There is a lack of a history of working together. 
There is lack of a sales approach for CP project. 
There is a lack of reaching out to other pillars sooner. 
There is a lack of a lot of touch-in moments. 
There is limited access to sitting together. 
They only are aware of people because of publicity.
They are more willing to reach out when they know each other, which 
is now lacking. 
There is not a stimuli to help them keep in contact. 

Identified interventions
creating WILLINGNESS

CAPABILITY
education
training

OPPORTUNITY
restriction
enablement 
env. Restructuring 

MOTIVATION
education 
incentivisation 
persuasion
modelling
env. Restructuring
coercion

Identified interventions
creating AWARENESS

CAPABILITY
education
 training
enablement

OPPORTUNITY
enablement 
env. Restructuring
restriction

CAPABILITY

Physical

Reflective

Physical

Psychological

Automatic

Social

MOTIVATION

OPPORTUNITY

BEHAVIOUR

APPENDIX G

COM-B barriers and 
interventions

The bariers were gathered in the data by using the 
extended COM-B model. 
By using the Behaviour Change Wheel (table 2), the 
bariers were linked to fitting interventions. On the left 
page the bariers and interventions are displayed. 
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PREPARE
This phase prepares people for change by making them 
aware of what the change is and why it is occurring. 
Consider a variety of communication efforts to ensure 
you are addressing the various stakeholders across your 
institution and at the appropriate times. 

ACCEPT
At this phase, employees must understand what 
specifically is expected of them and how it will affect them 
directly. If the communications have been successful, 
they should have provided been provided with enough 
information to judge the data collection effort, weigh the 
pros and cons relative to their position and context, and 
ultimately decide whether to participate. 

During this phase, barriers need to be addressed to ensure 
widespread acceptance of efforts, such as promotion 
and tenure eligibility, alignment with other institutional 
priorities, or reporting burnout. Try to reframe these 
challenges as opportunities to refine the message and 
influence institutional identity and culture.

COMMIT
This phase actually implements the change and requires 
that faculty and staff integrate it into their lives. This may 
start with faculty and staff exploring your data collection 
instrument, or providing just a small portion of the required 
data to see how the process works, but will hopefully lead 
to them actually satisfying your request for data.

As time passes, and if your communications and efforts 
have remained steady, you may reach a critical mass 
of participation that begins to shape the perception 
that providing community engagement data is now 
standard as part of annual reporting processes. This 
“institutionalization point” is still a reaction to external 
pressures – a goal even beyond this is internalization, 
where faculty and staff truly believe in your purpose, 
which motivates them not only to consistently participate 
in the long-term, but also to advocate for and protect the 
effort with others. 
While this process appears linear, there are cyclical 
aspects that require you to renew the messaging and 
reinvigorate the call to action to provide data. This will 
typically fall in line with annual reporting communications 
so that you can encourage faculty and staff to continue 
providing information year after year.

Figure H: The eight stages of commitment Curve 
of Commitment (Corner & Patterson, 1982)

APPENDIX H

Curve of 
Commitment

01. CONTACT.  The earliest encounter an individual or 
group has with the fact change is taking place (e.g., 
an announcement or memo).
02. AWARENESS. The individual or group has a 
working knowledge of the change.

03. UNDERSTANDING. The individual or group 
demonstrates comprehension of the nature and 
intent of the change (i.e., what will be expected of 
them).
04. POSITIVE PERCEPTION. The individual or group 
develops a positive view and disposition toward the 
change.
05. Experimentation – individuals do initial trials of 
the new way of thinking and behaving
06. Adoption – The change has been used long 
enough to demonstrate its worth and impact on the 
organization.

07. INSTITUTIONALIZATION. The change has 
durability, and continuity, and has been formally 
incorporated into the routine operating procedures of 
the organization.
08. INTERNALIZATION. Organizational members 
are highly committed to the change because it is 
congruent with their personal interest, goals or value 
system.

THE COMMITMENT CURVE (CC)
(Conner & Patterson, 1982)
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First prototype of the canvas

APPENDIX I

Proposition Canvas 
Prototype
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Iterated canvas after 
the changes presented 
in paragraph 7.6.
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THE INSIGHTS
 DESCRIBED IN 7.4 

Iterations were made in the approach based on the results of 
the test.

Adding short descriptions and explanations in the 
problem deep dive, for a better understanding of 
the steps. Concluding the problem deep dive with a 
problem statement consisting of a human-, business-, 
and tech-centred problem definition. 

In the experience deep dive, a focus is added on possible 
future leaps for Accenture Interactive that connects 
to the currently explored client brief. Furthermore, the 
questioning of covering the elements of the elements 
in the end-to-end experience should be accompanied 
with a question about the involvement of the client and 
Accenture Interactive in that element. 

There is extra space added to provide space for 
information that arises during the workflow, and minor 
changes in text and spacing were improved. 

The overall form of the approach changed towards a 
Miro board for the following validation. A clarification 
of how to use the proposal approach will be provided 
on this board in the form of a guide. This guide answers 
the proposed approach’s why, when, how, and what and 
accompanies the workflow. 

Next to the insights (as described in 7.4), also step specific 
insights were found during testing hte prototype canvas. 

INSIGHTS OF 
TESTING STEP A. 

Step 1A: More context and info about the brief is 
needed to fill in the first section of the problem 
deep dive. 

After 1A fill in 1B, to see your initial solution

2A small description of 5 times why is needed, but 
not that is needed to do it 5 times.

5 x why was necessary to get more information to 
fill in step B! necessary

Causes + symptoms were difficult to understand 
the value of. But would be nice to structure the tree. 

Look at problem solving tree

3A focus on business, user and technology. 

3A Conclude in one sentence is hard. 

INSIGHTS OF 
TESTING STEP B

4B – unclear that this is the end-to-end experience 
that is provided by Accenture Interactive. 

4B - Change Digital product creation to Digital 
creation

4B force them to look only at 3A and not at 1A!!!!

4B more possible covering
 How covering?
 How involved with each other?
 Focus on the problem and not on the solution. 
 Looking at possible future leads that are not 
necessary now, but could be for later on.

4B – only show the fields that were Accenture 
focused in step 4B

4B – show a lot of skills
 People like to structure a lot of information
 Not going to look at the 5 boxes

4B - Change create to communicate

INSIGHTS OF 
TESTING STEP C

1C – force to only look at 3A and not also at 1A.

2C - Different outcome then predicted in step 1A, 
which is desired!

2C - Created a cross-pillar proposal

APPENDIX J

Insights test of 
Prototype

creating a value 
driven proposal 

1C. Conclusions from A & B.

PROPOSAL
SYNTHESISC.

3A. Problem

4B. Skills needed

Symptons
(Why do we need 
to solve it?)

PROPOSITION CANVAS
for solution-
focused requests

bringing value to the 
end-to-end experience

We are asked to...

Ask ‘WHY?’ as often as possi-
ble and counter the answers 
with follow-up ‘WHY?’-ques-
tions.

Human-centered problem

Business-focused problem

Fill in...

To do (1A) 

we need to solve (3A)

by creating (2B) 
this needs (3B)

and consists of a team 
which is able to do (4b) 

Causes
(Why is this 
the case?)

1A. Solution-focused request

2A. Problem-deepdive map
(5X WHY)

3A. Problem

2C. Proposal

PROBLEM 
DEEP DIVE

EXPERIENCE 
DEEP DIVE

Where is this problem located?

What skills are needed to create 
that value?

A. B. 
1B. End-to-end experience

3B. Covering elements

4B. Skills needed

The client covers this ele-
ment by ...

Accenture Interactive can add 
value by ...

2B. Connected elements

What other elements are 
needed to solve the problem?

More info needed to fill this in

1A --> leads to --> 1B

small description what the goal is
and explain causes and symptons
problem solving tree

Tech-centered problem

hard to formulate in 1 sentence

what pillars instead of skills!
ADD dump box
- thoughts, trends, solutions, ideas

desired outcome!!

COMMUNI-
CATE

digital cration

only focussing on the accenture answers above
more skills than 5 pillars
structuring easier than just only using 5 blocks

really 2 lines
also focus on future leaps
how involved and how covered?

solution instead of prolbem based

fill in at step 1A
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APPENDIX K

Final 
Approach
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APPENDIX L

Approach 
Guide



This chapter explains the necessary context to understand 
the content of this thesis, and it elaborates on the used 

approach and methodology.

Project Context &
 Approach
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Without context words 
and actions have no 
meaning at all
- Gregory Bateson- 

Master thesis of Britte Timmermans


