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Appendix A Interviews for context research

Participant 1
Werkt in Den Haag aan het opzetten van partici-

patienetwerken. Onder andere in Wateringse Veld 

via WhatsApp, en via veiligebuurt.nl in meerdere 

stadsdelen.

De politie werkt met cijfertjes. Kwalitatieve informatiev-

erwerking zijn ze niet zo goed in. De cijfertjes zijn ook 

waarop wordt gemeten of iets werkt of niet.

Het systeem is ook niet echt klantgericht, maar de 

motivatie (zeker van onderaf) is er steeds meer om wel 

servicegericht te werken.

De politie wil netwerken in de buurt. Zorgen dat 

burgers naar hun toe komen met verhalen. 

Participant 2
Onderzoekt bij TNO het raakvlak tussen veiligheid en 

digitalisering. 

De coördinator heeft een ontzettend centrale rol, die 

hij niet altijd wil of kan hebben. Soms is het meer een 

politieagent die ruzies op aan het lossen is. 

Er is geen plek waar coördinatoren hun struggles en 

hun oplossingen kunnen delen. Het wiel wordt telkens 

opnieuw uitgevonden.

Je wordt als beheerder in eerste instantie ook niet se-

rieus genomen bij de politie en gemeente. Bijvoorbeeld 

een buurtpreventiebord in je buurt duurt heel lang om 

te regelen.

Privacy is op meerder manieren een issue. Bijvoorbeeld 

dat de wijkagent niet direct in de groep mag. Maar 

ook dat voor WhatsApp het nodig is om een nummer 

daarvoor op te geven, dat al je buren direct weten. 

Voor dat laatste is er gewoon een vertrouwen onderling 

zijn.

Men gebruikt WhatsApp en Facebook bijvoorbeeld, 

omdat dat applicaties zijn waar al gebruik van wordt 

gemaakt.

Participant 3
Is binnen de politie verantwoordelijk voor en kartrekker 

van het BART! project. 

“Burgerparticipatie is essentieel voor het politievak.” En 

politieparticipatie is net zo goed belangrijk.

Moeilijkheid is om de nieuwe media op een goede 

manier te koppelen aan politiegegevens (technisch 

gezien). 

Participant 4
Operationeel Specialist A bij basisteam Loosduinen. 

Heeft een netwerk van coördinatoren van 

WhatsAppgroepen opgezet, die iedere maand een 

update krijgen. 

Zit in groep met coördinatoren. Over die groep worden 

alleen dingen gestuurd door de politie. Alles wat in 

de WhatsAppgroepen wordt gestuurd, moet via de 

meldkamer. De inzet van de groepen ligt dus vooral in 

preventie.

Hij hoopt betrokkenheid van de buurt en bewustzijn in 

de buurt te creëren hiermee.

Ook hier wordt gezegd dat dienstbaar een leuke 

slogan is, maar dat dat nu “tot op zekere hoogte” wordt 

bereikt. De service verlening is “mwah…”. 

Er lijken te veel informatiekanalen te zijn. Het is 

onmogelijk om informatie op een juiste manier te 

koppelen, bijvoorbeeld als mensen meldingen maken 

die eigenlijk voor een ander basisteam bedoeld zijn. 
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Participant 5
Gemeentewerker bij Sint-Michielsgestel, die veel 

samenwerkt met de gemeente Boxtel. In beiden 

gemeenten was tot oktober 2017 het BIN actief, het is 

echter door een security issue uit de lucht gehaald. 

BIN is begonnen in België.

“WhatsAppgroepen zijn als paddestoelen uit de grond 

geschoten.”

Naast het BIN bestaan er ook WhatsApp-groepen 

in bijna alle buurten. WhatsApp faciliteert meer de 

korte termijn, terwijl BIN voor de lange termijn is. Het 

versterkt elkaar.

Echter wil de gemeente niks met de 

WhatsAppgroepen te maken hebben. Hierin wordt 

gepraat over te veel andere onderwerpen.

Het BIN is een mailnetwerk. De deelname is volledig 

anoniem, er kan dus niet worden uitgelezen wie 

deelneemt aan het netwerk, als diegene een mailtje 

stuurt. De coördinatoren moeten dan ook een geheim-

houdingsplicht tekenen.

Mail is iets wat met name een oudere doelgroep 

aanspreekt. Sowieso komen op informatieavonden 

vaak alleen oudere mensen.

De BINCO’s werden in het begin niet altijd serieus 

genomen bij de gemeente en de politie. Dat moet wel. 

Nu gebeurt dat wel, en krijgen de BINCO’s juist een 

hele goede positie tussen de burger en de overheid. 

De BINCO is een kartrekker voor burgerparticipatie in 

zijn wijk. Hij is ook vaak een gezicht dat mensen in de 

buurt herkennen, en wordt daarmee een aanspreek-

punt in de buurt voor buurtbewoners.

“In de toekomst willen we jongeren aanspreken, 

eventueel met een WhatsApp-achtige app.”

Participant 6
Wijkagent Burgerparticipatie bij basisteam Den Bosch. 

Werkt in die functie onder andere met het Buurt 

Informatie Netwerk. Heeft contact met coördinatoren 

van dit netwerk.

“Buurtpreventie kan heel veel zijn. Systemen werken zo 

goed als ze gebruikt worden.”

Voordeel BIN is dat ze 15000 mensen met één druk op 

de knop kunnen bereiken.

Het is lastig, omdat niet veel informatie vrijgegeven kan 

worden. 

Weer wordt gemeld dat bij de politie (nog) te veel 

wordt gekeken naar de cijfertjes rond veiligheid, niet 

naar het gevoel. Het verschilt op laag en hoog niveau 

per persoon/wijk/basisteam. Er is een cultuur/structuur 

omschakeling nodig om naar een 60/40 verhouding 

van cijfers/gevoel te gaan.

Indeling van de wijkagent: 1.0 = leveren van (nood)

hulp, 2.0 = netwerkend werken, 3.0 = mobiliseren van 

de burger. Men is nu soms in gedachte bij 3.0, dat is 

waar het heen moet. Zeker bij wijkagenten en onderin 

de organisatie is de burger belangrijker.

Waakzaam & dienstbaar Waakzaam gaat over de 

informatiepositie en het vertrouwen dat daarvoor nodig 

is, dienstbaar voor de diensten die verleent worden.
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Appendix B Roles and interests of relevant 
stakeholder groups

B.1 Residents

B.1.1 Goal: 
Residents want to live pleasantly. Therefore, their 

neighborhood has to be livable. Livable means for 

everyone secure, although what feels secure is for 

every resident different. The same counts for contact 

with other residents, some feel that a lot of contact is 

necessary, where others do not desire any contact with 

their neighbors.  

B.1.2 Why residents become a DNC 
coordinator?
Residents have a desire for a more secure and 

neighborhood, with more social contacts between 

residents. They often have affinity with the topic of 

neighborhood security through their (former) job.

Residents perceive they have enough time to take 

upon themselves the task of being a coordinator. 

 This means that coordinators are often a bit older, 

between 45 and 70. They are (ex-)police officers, 

security guards, or have other related professions. 

Most of them are male. 

B.1.3 Why residents join a DNC?
Residents perceive they can do something to make the 

neighborhood more secure and want to do what they 

can do.

Residents want to be in connection with their 

neighbors. They want to be a part of a neighborhood 

community.

Residents find the information shared in the DNC 

valuable, and want to know (more) of what is going on 

in the neighborhood.

B.1.4 Why residents do not join a DNC?
There is no DNC operative in the neighborhood, or 

residents do not know about a DNC that is operative. 

Residents perceive no action perspective to do 

something about the security in their neighborhood.

Residents do not find the information in the DNC 

valuable. There can be different reasons for this: they 

find that there is too much chitchat about irrelevant 

topics, they do not want to know the information, they 

find that the DNC does not provide enough information.  

Residents think their own privacy or anonymity is 

compromised. They do not want to share their phone 

number with the neighbors, because that information is 

private for them. Or they do not want to share issues in 

the DNC, because they do not want their neighbors to 

know they report that specific issue.

Residents do not want to download an extra app to get 

into the group. In case the DNC is set up in an app or 

platform that requires an extra download or account, 

this can frustrate potential users and make them not 

use the DNC.
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B.2 Police

B.2.1 Goal:
The police want to realize secure neighborhoods, by 

knowing what is going on everywhere. They want 

residents to report suspicions and issues.

B.2.2 Why would the police work with 
DNC’s?
The police want to take preventive measures, so that 

residents are more alert towards certain crimes or 

issues in their neighborhood. 

The police want to reach citizens hyper-locally in case 

they have requests for locating people or about certain 

situations. 

The ward police want to get to know and be in touch 

with the people within the neighborhood.

B.2.3 Why would the police not work with 
DNC’s?
The police do not want to get a lot of messages about 

topics irrelevant to them, such as lost pets, neighbor-

hood BBQ’s or issues with the public space.

The police expect it will take them too much time to 

manage the DNC.

The police are afraid that the privacy of individuals is 

not guaranteed when they join the DNC. Their pres-

ence can influence the group processes so that people 

do not feel free to speak as they want. 

The police have a huge lack of resources (manpower, 

time and money) to do extra projects. Because of this, 

some assume they do not have enough to engage in 

the DNC initiative. 

B.3 Municipality

B.3.1 Goal:
Municipalities have as a role to take care of a clean, 

intact and secure neighborhood. They directly take 

care of the public space but influence the social securi-

ty through their policy and execution of policies. In the 

same way they also play a role in creating more social 

cohesion and livability in neighborhoods. They want to 

improve citizen involvement in the community, so they 

try to use citizen participation to solve problems.

B.3.2 Why would municipalities make 
use of DNC’s?
Municipalities can reach a lot of residents with DNC’s 

and involve these residents more in their neighbor-

hoods. It offers a platform for the municipality to reach 

people in the neighborhood.

B.3.3 Why would municipalities not make 
use of DNC’s?
Municipalities do not want to get a lot of messages 

about irrelevant topics, just like the police. 

Municipalities want citizens to take the initiative to 

make DNC’s, without meddling in it. In that way the 

citizen initiative stays “pure”.
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Appendix C Description of all compared 
DNC platforms

Footnotes with table
1 C = citizen, G = Government, yellow: initial 

interaction, green: main interaction

2 Urgent = Burglary, car crime, suspected persons, 

molesting, raids, missing persons, fire

3 Not urgent = Public space, discrimination, animal 

abuse, lost pets, annoyances
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Appendix D Comparison of Nextdoor, 
Veiligebuurt and WhatsApp 
as DNC platform
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social security social security

Dependent on the group itself. Some only alert each 

other after calling 112, others communicate about more.

Alert neighbors and get information about the security in 

the neighborhood.

Citizens, Coordinators, WhatsApp (Facebook), 

Municipality, Police.
Citizens, Veiligebuurt, Police.

In the group there are citizens, and the admin of the 

group is a coordinator. Coordinators often verify wheth-

er the participants actually live in the neighborhood. 

In a Veiligebuurt group there are citizens. One of them 

can be a coordinator. 

Citizens decide together upon the rules they apply. 

Sometimes this leads to disagreements and fights 

amongst participants (ref: nos). 

The app builders made the rules. They decided the alert 

categories you can use. You can set to what alerts of 

others and the government you want a notification.

All WhatsApp groups have admins, that often also 

coordinate the social process in the group. The group 

needs strong leaders (ref: socialmediadna.nl).

The app itself is built to coordinate the social process. 

People can coordinate one of the built-in groups, or a 

group they are admin of and get more functions (delete 

alerts/participants, pin alerts, edit responds).

The network runs via the coordinator, that is in a group 

with other coordinators and police and/or municipality. 

If the participant chooses to join multiple groups, he 

can see alerts from a bigger area. The police and 

municipality can work with Veiligebuurt and put their 

own messages in multiple groups.

WhatsApp neighborhood groups exist in areas from 

ca. 10 to ca. 300 households. Due to a restriction of 

participants more households would not be possible. 

The standard street group exist in the street, no matter 

how large that street is. The neighborhood group 

consists of a neighborhood as appointed by CBS, on 

avarage ca. 1500 people (CBS.nl, 2012).

 ▶ Lots of people already have WhatsApp installed 

and know how to use it (Oosterveer, 2018).

 ▶ You can share all kinds of media in the group.

 ▶ 17% of the Dutchmen already use WhatsApp for 

neighborhood groups (Berkelder, 2016). 

 ▶ Veiligebuurt does not ask for your adress and 

phone number, so your data is not shared with the 

app or other users.

 ▶ Users can get alerts from neighbors, Burgernet, 

AmberAlert, P2000 and the police in one app.

 ▶ Users can decide when they want notifications.

 ▶ Coordination of the group is a necessity. Otherwise 

the well-meant initiative might result in undesired 

behaviour, like it did in Aalburg (Omroep Brabant, 

2018)

 ▶ The group is not automatically know by other 

residents using WhatsApp, only via word of mouth 

or the websites WABP.nl or alerteburen.nl.

 ▶ You need a smartphone to use the Veiligebuurt app, 

there is no website access.

 ▶ Police and/or municipality do not have to be 

connected with the Veiligebuurt app. If they are not, 

this network of neighborhoods is hard to realise. 

WhatsApp Veiligebuurt
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social security social security

Taking the interaction neighbors always had online, 

so that everyone in the neighborhood knows what is 

happening.

BIN-members, the police and the municipality exchange 

information to improve security and livability.

Citizens, Top Members, Nextdoor, Municipality, Police. Citizens, BIN-coordinators, Municipality, Police, system 

builder of BIN. 

In a Nextdoor group, there are citizens. One of them 

can be a top member. Citizens are verified to live in the 

neighborhood by a code they receive on a postcard. 

Citizens become a participant by signing up to BIN. 

They cannot see who else is a member, nor who the 

coordinator is. 

The app gives users a setup for making messages. 

They have 7 categories: Recommendations, For sale & 

free, Events, Crime & Safety, Lost & found, Documents, 

General. 

BIN is about security, and the messages that are send 

to citizens are thus about prevention, investigations and 

general security information. Citizens can send their 

non-urgent alerts to the government. 

Top members have possibilities multiple possibilities 

to manage the group (delete members, verify new 

members). They have a forum together with regional top 

members to discuss and ask questions.

The BIN Coordinator puts information from the govern-

ment to citizens, filtering only what is important for his 

ward. Similarly, he filters information from citizens and 

puts it to the right authority.

A member can choose to post to one or multiple 

neighborhoods. Municipality and/or police can commu-

nicate directly with residents, while not reading what 

participants talk about, through a separate platform. 

The BIN Coordinators have meetings with each other, 

the ward police and the municipality. 

Nextdoor groups stretch over neighborhoods as 

appointed by CBS, on avarage ca. 1500 people (CBS.

nl, 2012). People can also make their own public or 

private group.

There is one BIN Coordinator per ward or village. This 

goes from ca. 2000 to 20000 people. 

 ▶ Access on website as well as in app.

 ▶ Participants are verified residents.

 ▶ Governments cannot view what residents talk about 

with each other, even if they get access to the 

platform.

 ▶ Participants are completely anonymous with 

coordinator and government.

 ▶ The network runs on email, and a lot of people 

know how to use email.

 ▶ Every ward/village has one contact person for both 

government and citizens.

 ▶ Sign up with address that shows to other 

participants.

 ▶ American company that stores data in America.

 ▶ In many neighborhoods not enough participants 

(Van der Kolk, 2016).

 ▶ People do not get in touch with each other through 

the network. 

 ▶ The network runs on email, which makes it slow and 

unapplicable for urgent alerts.

 ▶ The backend mailing system needs to be secure, to 

guarantee anonymity of participants.

stakeholders

goal

participants

rules

coordination

network

area

advantages

disadvantages

Nextdoor
BIN  

(Buurt Informatie Netwerk)
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Appendix E Comparison of neighborhood 
initiatives that improve safety
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Appendix F Screener for user research

Selection will be based on:

What kind of network stakeholder is the participant? 

 ▶ Citizen 

 ▶ Municipality

 ▶ Police

What type of network is the participant working with?

 ▶ BIN

 ▶ WhatsApp network

 ▶ WhatsApp group (without network)

What is the group role of the participant?

For residents

 ▶ Coordinator

 ▶ Member

 ▶ Non-member

For municipality and police

 ▶ Organisation

 ▶ Non-organisation

What is the interest in neighborhood safety of the participant? 

Judged by the participant:

 ▶ Low

 ▶ Medium

 ▶ High

What is the activity for neighborhood safety of the participant? 

Judged by the participant:

 ▶ Low

 ▶ Medium

 ▶ High

Furthermore, the aim is to get a spread on some general demographic factors:

 ▶ Age

 ▶ Gender

 ▶ Income

 ▶ Neighborhood
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Appendix G Research design

G.1 Research design

* People can be citizens, municipal workers or policemen. Also the police and the municipality as a whole can be 

seen as “people”.

G.1.1 Problem description
Over recent years, many citizens have started to use 

neighborhood groups to improve security, livability 

and social cohesion in the neighborhood. In some 

cities the use of neighborhood groups was succesfully 

initiated and organised by the government, usually by 

ward police or municipal workers. The municipality of 

The Hague wants to stimulate citizen participation for 

more security in the neighborhood. They also want 

to succesfully initiate and organise neighborhood 

groups and want to take the next step in doing 

this.The success of neighborhood groups is now 

measured through a higher feeling of security, fewer 

incidents and more catches in the act (in Dutch: 

“heterdaadkracht”). This measurement gives little insight 

in why neighborhood groups get to be successful. The 

municipality thus does not know why neighborhood 

groups are successful, and how neighborhood groups 

can be made successful.

G.1.2 Goal of research
The goal of this research is to find out why and how 

people use and experience neighborhood groups and 

networks. This informs the design phase of the project.

This research looks into how people use and experi-

ence neighborhood groups and networks. This gives 

information about the current practices and issues. 

This is useful to know the requirements and limitations 

for the successful network. 

However, what is successful is not yet defined, 

because the goals of diverse networks are not clear. 

So, insights into the goals of the network are necessary. 

For this reason it is necessary to know why people use 

neighborhood groups and networks. For that reason 

part of the research is about the context of use and 

experience. The context of use is in this case about the 

“security in the neighborhood”.

For networks it is important to look into all stakeholders 

cooperating in it. So the research needs to look into 

how and why from the perspective of the citizen, the 

municipality and the police. 

G.1.3 Research questions
 ▶ How do people* use and experience neighborhood 

groups and networks?

 ▶ What are issues with neighborhood groups and 

networks?

 ▶ What is the context of use and experience

 ▶ Why do people experience using groups and 

networks in that way?

G.1.4 Method
To surface the how and why of experience, the 

research needs to be in-depth, qualitative and explor-

atory. The context mapping method, as described by 
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Sleeswijk Visser et al. (2005)*, is a useful tool to involve 

stakeholders and get to know their needs and desires.

In this method it is useful to sensitize the participants 

before engaging with them in full depth about a topic. 

The participant get time in this way to get used to the 

topics and get to deeper layers of experience. This is 

particularly important for the citizens, because they are 

likely to be less emerged in the topic as professionals. 

For citizens neighborhood security and using groups/

networks is just one of many things they do, while 

professionals will be completely emerged in thinking 

about these topics. Therefore it is decided not to 

sensitize professionals.

G.1.5 Acquiring participants
For acquiring participants a snowballing effect is used. 

First interviews with official network stakeholders 

are retrieved. They will know citizens that coordinate 

groups in the network. Through coordinators, also 

members of the network are acquired. 

* Visser, F. S., Stappers, P. J., van der Lugt, R., & Sanders, E. B. N. (2005). Contextmapping: experiences from 

practice. CoDesign, 1(2), 119–149. http://doi.org/10.1080/15710880500135987

† See appendix x for the booklet and appendix x for a picture of the sensitizing package

G.1.6 Sensitizing
The sensitizing of the citizens is done with a booklet 

that is sent to the participant a week before the 

interview†. It contains 5 exercises that let the partici-

pant think about the following topics:

1 Problems (incidents, disturbances) in the neigh-

borhood of the participant

2 Solving problems in the neighborhood, the 

stakeholders that play a role

3 How stakeholders should add to a secure and 

livable neighborhood

4 What information participants have and want about 

their neighborhood

5 What a safe neighborhood means for the 

participant.

The participant will get a reminder at the start of the 

week of exercises and halfway to make his assign-

ments through WhatsApp or email. Participants can in 

this way also sent the researcher photos that belong to 

their assignments. 

30



G.1.7 Interview
After a week of sensitizing the interview will be held. In 

the case of citizens, the interview is conducted at the 

house of the participant, or at another place in his/her 

neighborhood. The professionals will be interviewed 

in their office or at another place of their choice. The 

interview is recorded on video and for backup on audio 

as well. 

The participant has to sign a form of consent. In 

this form the goal and setup of the research, the 

voluntary basis of the research and the data collection 

is explained. In giving consent the participant gives 

permission to record the interview and to use these 

recordings for internal presentation‡.

The interviewer will use an interview guide§ and a 

topics guide. The topics guide differs between the 

citizen and professional interview¶. At the end of the 

‡ See appendix x for the consent form for professionals and citizens.

§ See appendix x for the interview guide.

¶ See appendix A for the topics guide for citizens and appendix B for the topics guide for professionals.

interview all topics in the topics guide have been 

discussed. 

Near the end of the interview an exercise is done in 

which the participant can express their views on what 

the neighborhood network/group should be for, what 

the goal of that group is. 

G.1.8 Directly after interview
Directly after the interview the following things are 

done:

 ▶ The most important lessons from the interview are 

noted, including quotes.

 ▶ The recordings are checked and put on a backup 

harddrive.

 ▶ A reflection on the method of the interview is done, 

and if necessary changes are made to the setup of 

the interview.
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G.2 Sensitizing booklet

Examples of filled in sensitizing booklets are shown on pp. 33-38.

G.3 Interview and topics guide

The interview guide and topics guide used with residents, is on page 39 to 40. The interview guide used with munici-

pal or police officials is on page 41 to 42.

G.4 Agreement form

The agreement forms that are used for residents are on page 43. Page 44 shows the agreement forms for municipal 

and police officials.
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Toestemmingsformulier
Onderzoek: ervaringen van burgers met buurtgroepen en -netwerken 

Onderzoeker: Elke Wennekers (student Design for Interaction, TU Delft) in opdracht van de Gemeente Den Haag

Bedankt voor je deelname aan dit onderzoek. Dit onderzoek gaat over de ervaring van participanten met veiligheid in 

hun buurt en buurtgroepen en -netwerken. Gedurende dit onderzoek maakt de participant vijf opdrachten die 10 tot 15 

minuten duren in de week voor het interview. De participant wordt geïnterviewd voor 1 tot 1,5 uur. Tijdens dit interview 

wordt de participant gevraagd om een aantal opdrachten uit te voeren.

Deelname is vrijwillig. Er worden geen risico's of ongemakken verwacht als gevolg van deelname aan het onderzoek. De 

participant heeft de mogelijkheid om zonder gevolgen op ieder moment vragen te stellen, vragen van de onderzoeker 

niet te beantwoorden, of zich terug te trekken uit het onderzoek.

Van de participant worden de volgende gegevens vastgelegd: naam, leeftijd, geslacht, adres. De materialen van de 

opdrachten die voor en tijdens het interview zijn gedaan worden vastgelegd. Het interview wordt op video en audio 

opgenomen, en er kunnen foto's worden gemaakt tijdens het interview. Deze gegevens worden opgeslagen op een 

harde schrijf in handen van de onderzoeker, en online op een beveiligde server die zich in Nederland bevind. Direct na 

afloop van het BART!-project wordt de data gewist. De materialen, fotos en opnamen worden worden niet aan derden 

gegeven of gebruikt voor commerciële doeleinden. De data kan anoniem worden gebruikt voor interne presentaties (bij 

TU Delft, Gemeente Den Haag). Ook kan de data anoniem en niet herkenbaar gepubliceerd worden in internationaal 

gerefereerde tijdschriften of conferentienotulen.

De persoon die dit onderzoek uitvoert is Elke Wennekers. Als u vragen heeft, kunt u contact met haar opnemen via 

+31629238205 of e.m.wennekers@student.tudelft.nl. U krijgt een kopie van dit formulier voor uw administratie.

Met het ondertekenen van dit formulier bevestigd u dat u bovenstaande informatie begrijpt en hiermee instemt.

Datum:

Handtekening van participant: Handtekening van onderzoeker:

Naam van participant: Naam van onderzoeker:
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Toestemmingsformulier
Onderzoek: ervaringen met buurtgroepen en -netwerken 

Onderzoeker: Elke Wennekers (student Design for Interaction, TU Delft) in opdracht van de Gemeente Den Haag

Bedankt voor uw deelname aan dit onderzoek. Dit onderzoek gaat over de ervaring van participanten en hun organisatie 

met veiligheid in buurt en buurtgroepen en -netwerken. De participant wordt geïnterviewd voor 1 tot 1,5 uur. Tijdens dit 

interview kan de participant gevraagd worden om een aantal opdrachten uit te voeren.

Deelname is vrijwillig. Er worden geen risico's of ongemakken verwacht als gevolg van deelname aan het onderzoek. De 

participant heeft de mogelijkheid om zonder gevolgen op ieder moment vragen te stellen, vragen van de onderzoeker 

niet te beantwoorden, of zich terug te trekken uit het onderzoek.

Van de participant worden de volgende gegevens vastgelegd: naam, leeftijd, geslacht, organisatie, functie. De materialen 

van de opdrachten die tijdens het interview zijn gedaan worden vastgelegd. Het interview wordt op video en audio 

opgenomen, en er kunnen foto's worden gemaakt tijdens het interview. Deze gegevens worden opgeslagen op een 

harde schrijf in handen van de onderzoeker, en online op een beveiligde server die zich in Nederland bevind. Direct na 

afloop van het BART!-project wordt de data gewist. De materialen, fotos en opnamen worden worden niet aan derden 

gegeven of gebruikt voor commerciële doeleinden. De data kan anoniem worden gebruikt voor interne presentaties (bij 

TU Delft, Gemeente Den Haag). Ook kan de data anoniem en niet herkenbaar gepubliceerd worden in internationaal 

gerefereerde tijdschriften of conferentienotulen.

De persoon die dit onderzoek uitvoert is Elke Wennekers. Als u vragen heeft, kunt u contact met haar opnemen via 

+31629238205 of e.m.wennekers@student.tudelft.nl. U krijgt een kopie van dit formulier voor uw administratie.

Met het ondertekenen van dit formulier bevestigd u dat u bovenstaande informatie begrijpt en hiermee instemt.

Datum:

Handtekening van participant: Handtekening van onderzoeker:

Naam van participant: Naam van onderzoeker:
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Appendix H First impressions for 
each participant

Participant 1 lives in a typical VINEX ward. He started 

a WhatsApp-Neighborhood group to improve security 

in his neighborhood, of which the area is marked by a 

channel. As the former president of the resident union, 

he already knew a lot of people he asked to join the 

WhatsApp group.

Participant 2 lives in the same ward as C1, but a 

different area. He is active as Top Member on Nextdoor. 

Because of illness, his contact online with the neigh-

borhood is very important for him. During the interview 

he was worried about a neighbor, because he did not 

see her for a while. 

Participant 3 just reached his age for pension. He is in 

the neighborhood group to catch wrongdoers in the 

act and improve security in that way. He is a member of 

the same group as C4 and C5. 

Participant 4 started a neighborhood group to improve 

security, mainly around an empty office building that 

is standing in his neighborhood. This neighborhood is 

marked by channels as well. He works as a safeguard. 

Participant 5 came to live in his neighborhood about 

one year ago. When he heard of the initiative, he joined 

after settling down in the new house. C5 works as a 

safeguard as well. 

Participant 6 is pensioned, but still very active in every 

way he can. He cares about the community of his 

village, for instance by doing voluntary work at the 

elderly home, and by being active as a BIN coordinator. 

In that role he advises all WhatsApp neighborhood 

groups in his village, and is a coordinator of one group 

as well. 

Participant 7 lives in an apartment building in a VINEX 

ward. There are some issues with youth hanging 

around the building, but she is often too scared for 

revenge to call the police for that. She is digitally in 

touch with one neighbor, but some other neighbors 

do not even greet her in the elevator. In her apartment 

building no digital neighborhood group is active. 
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Participant 8 is a ward agent in a VINEX ward in 

Amstelveen. She had issues in the beginning with 

reaching the people in that ward, because the people 

are working during the day, and sporting or doing 

other activities during the evening. One resident and 

her then started a small WhatsAppgroup for the area 

of that resident. The initiative has now grown up to 

27 WhatsAppgroups, covering almost the whole 

ward. She is in touch with all 27 coordinators of these 

groups. 

Participant 9 works at the Municipality of Zoetermeer, 

in the department for Public Order and Security. 

Together with the police of Zoetermeer they have 

started with sending messages to coordinators of 

neighborhood WhatsApp groups in case they need to 

find suspects or missing persons. She mainly facilitates 

the initiative by providing street signs, organizing 

meetings with coordinators and managing contact 

details of coordinators.

Participant 10 works at the Zoetermeer police. He 

makes the initiative with the municipality operational 

by making it possible and easy for the emergency 

room of the police puts messages to the coordinators. 

Thereby, he is also a WhatsApp neighborhood group 

coordinator himself, for his own neighborhood. 
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Appendix I Paraphrasing documents 
for each participant of 
the user research
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issues

1st spread

3rd spread

5th spread

7th spread

2nd spread

4th spread

6th spread

8th spread

causes

number 

of issues 

caused 

by cause

severity rating of issues

Appendix J Issues and causes table

The issues are sorted into two different categories: DNC-related issues and issues related to communication between 

citizens and government in general. The issues are sorted within their category on the severity rating based on frequen-

cy, impact, persistence and market impact*. The causes are sorted based on how many issues they cause.

Because the table was large, it has been spit up over the next eight spreads as follows:

* Nielsen, J. (1995, January 1). Severity Ratings for Usability Problems. Retrieved August 21, 2018, from https://

www.nngroup.com/articles/how-to-rate-the-severity-of-usability-problems/
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Appendix K Ideation

K.1 Part 1: setting scope for ideation

Steps
The developed design directions:

1 Providing all information to coordinate a NWAG. 

This could for instance be done via a sub-website 

of the municipality or via brochures that the 

municipality develops. The information gives 

answers to all questions that the coordinator might 

have when starting and maintaining a network.

2 The municipality starts ward WhatsApp groups 

(WWAG’s) for all coordinators in a ward 

in collaboration with (ward) police. Via this 

WhatsApp group coordinators get informed about 

what is going on in the ward and can pass on 

messages to their NWAG. Coordinators can also 

inform municipality, police and other coordinators 

via a message in the WWAG.

3 The coordinator is directly informed by municipal 

officials and the (ward) police. He becomes a 

service hatch between residents and municipality/

police. With that his role becomes important for 

the municipality and the neighborhood.

4 Coordinators set up their own WWAG, without 

direct help from municipality or police. They 

communicate with each other about what is 

happening in their ward. The municipal official from 

the city district or the (ward) police can connect 

when the WWAG is working.

Conclusion
Direction 1 gives the coordinators no way to interact 

with the police and the municipality. Coordinators 

will not feel appreciated by police and municipality if 

this direction is taken. They want to collaborate and 

just having a good information supply is not a way of 

working together.

Direction 3 makes the person of the coordinator too 

important. If he is gone, then the connection to that 

neighborhood is lost as well. 

Direction 2 and 4 both make use of a WWAG, but 

with 2 coordinators start it, and with 4 the municipality 

starts it. From a viewpoint of shifting power from the 

municipality to citizens, direction 2 is more interesting. 

The ideation is focused on getting coordinators to 

set up WWAG’s to find out whether they can be 

empowered to do so.

K.2 Part 2: ideation on how to set up WWAG

Steps
In a session with fellow students several directions 

were found on how coordinators can set up their own 

network. 25 students that participated explored further 

into a coordinator network. Appendix K.2.1 shows the 

design brief for that exploration. Throughout this evalu-

ating ideation it turned out that it is very difficult to get 

coordinators to start their own network. When it comes 

to safety in the neighborhood, it is essential to involve 

municipality and police from the start, because their 
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view is on a bigger area. Coordinators only start with 

the area of their own NWAG and the areas directly 

around that. It is hard to get all coordinators together 

on a scale that is valuable for the government. Also, like 

with direction 1, the connection to the municipality and 

police is missing, but essential for coordinators. 

Nevertheless, the ideation provided many interesting 

ideas on how to support NWAG’s, that were further 

developed and deepened by the designer performing 

this project. The focus was now on getting coordi-

nators of NWAG’s in a WWAG that is set up by the 

coordinator.

Conclusion
A huge quantity of ideas was generated. To make it 

more manageable, the decision was made to force-fit 

ideas into concepts.
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K.2.1 Design brief for session with students
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K.3 Part 3: ideas as touchpoints

Steps
All ideas were clustered and four different concepts 

were drafted:

1 Coordinator platform: a website that aims to 

support (potential) coordinators. To form a WWAG, 

extra options are available on the website: a 

overview of the safety incidents in the ward, the 

possibility to contact government officials via 

the WWAG coordinator, goals and rules of the 

WWAG. By contributing in this extra part, co's 

will receive points. Those with a high amount of 

points can become the coordinator of the WWAG 

via a yearly election. They get direct contact with 

government officials and more authority on the 

website.

2 Coordinator meetup: an organized day for 

coordinators in the ward. The goal is to establish 

a WWAG. The coordinators are supported during 

the day in establishing the WWAG by a toolkit, so 

that they do not forget important parts. The ward 

police and municipal officials are also present on 

this day.

3 App the municipality: a direct WhatsApp line for 

coordinators to the municipality. They can ask 

for support and information about their ward. Via 

the WhatsApp line they can get to know other 

coordinators in their ward, and get in touch with 

the municipal official active in their ward. This is to 

see whether they can start a WWAG.

4 Coordinator box: a box with tools to start a 

WWAG. Via the box you can get access to a 

platform online. ON this platform the coordinator 

can get in touch with other coordinators from his 

ward.

Conclusion
None of these concepts give a complete image on how 

coordinators should be supported by the municipality. 

They only fulfill particular desires of coordinators. 

However, all together completed with ideas that 

have been generated in part 2 of the ideation, could 

answer all desires of coordinators. Then the individual 

ideas become touchpoints that are part of a service 

that provides support. Touchpoint is a term to refer 

to the interaction a user has with a service. Those 

touchpoints can be placed on the earlier generated 

coordinator journey, to check whether all phases are 

supported, and all desires are answered.

K.4 Part 4: touchpoint development

Steps
The scope in the design brief (chapter 4) was set to 

making a unified experience from noticing NWAG’s to 

being in a WWAG with other coordinators. This means 

focus is on phase 3: starting to phase 7: running 

network on the user journey. Mainly phase 6: connect-

ing and phase 7: running network are of importance, 

since the goal is to stimulate coordinators to connect 

to the WWAG.

Conclusion
Ideas were selected as touchpoints based on whether 

they fulfill the desires and guidelines. Some touch-

points are applicable in one phase, only answering 

one desire, where other touchpoints are applicable in 

multiple phases answering multiple desires. The next 

paragraph shows the design proposal as a combina-

tion of the touchpoints.
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Appendix L Touchpoint cards
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Appendix M Selection of touchpoints
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Appendix N Touchpoints per evaluation
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O.1 Research setup

Introduction
A user journey from the perspective of coördinators 

was generated trough the last research. This user 

journey describes how residents become a coördinator 

and what a group runs in. Per phase, the activities and 

concerns of coördinators are described. The journey 

also contains pains and gains. 

For every phase, current touchpoints were collected 

and new touchpoints generated. Touchpoints meet the 

desires of coördinators and help them to achieve their 

goals. They are divided into six categories.

Research goal
The goal is to validate the user journey and to find out 

their desired touchpoints. This will give requirements 

and input for further development of touchpoints into 

products. 

This development is done outside of the scope of this 

project, and will likely be done or guided by profes-

sional involved in WhatsApp neighborhood groups (e.g. 

ward agents, ward managers, community builders). 

Therefore it is also necessary to test whether the model 

and touchpoints are understood by and usable for 

these professionals. 

Research questions
1 Do coordinators recognize the user journey and 

the described desires? Are there any missing 

activities, concerns, questions, pains and/or gains? 

2 Which touchpoints do the coordinators like? Why?

3 Which touchpoints do the coordinators dislike? 

Why?

Session setup
To answer the research questions, a one-hour session 

is held with different coordinators. In this session, 

participants are taken through the use phases using a 

poster of the user journey. With post-its, the participant 

can indicate what is missing or what he particularly 

likes in the user journey. After discussing that, the 

discussion is taken to the ideas for touchpoints. Every 

touchpoint is represented by a card, that can be 

placed on a phase of the user journey. To guide the 

process, the different categories are represented in 

the rows underneath the customer journey. Also the 

coordinator is asked if he uses or has ideas for other 

touchpoints. 

To guide the facilitator and to ensure consistency over 

sessions, a session guide is used. 

Participants
Anyone who coordinates a NWAG can participate.

 ▶ Via contacts that did not participate in the first user 

test

 ▶ Via participants from first user test

 ▶ Via network within municipality

Data and analysis
Expected data

The sessions are recorded on video and as backup on 

audio. The post-it notes describing what is missing and 

other notes attached to the user journey are collected. 

Also touchpoint cards with notes, and ideas for new 

touchpoints are collected. 

Analysis method

The recordings are analyzed, noting the most interest-

ing quotes and the insights from every recording per 

phase and if applicable per touchpoint. 

Appendix O Interview guide and setup
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O.2 Session guide
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Appendix P Poster of user journey phases
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EINDE GROEP

STARTENINFORMERENWAARNEMEN
REGELS UITVINDEN

BUURTGROEP

omschrijving

De bewoner leert het initiatief 
buurtWhatsApp kennen en ziet het als 
een oplossing om zijn buurt veiliger te 
maken.

De bewoner krijgt informatie over 
aansluiten bij een bestaande 
buurtWhatsApp of het oprichten 
en coördineren van een nieuwe 
buurtWhatsApp.

Een bewoner kiest ervoor om een 
buurtWhatsapp op te starten. Hij moet 
als aanstaand coördinator een aantal 
praktische problemen oplossen.

De groep houd op te bestaan als er 
geen sociale norm gevonden wordt, 
of als er geen berichten meer worden 
gestuurd in de groep. De coördinator 
kan dit voorkomen om de infrastructuur 
te behouden.

De deelnemers in de groep bepalen samen 
wat ze wel en geen acceptabel gedrag in 
de groep vinden. De coördinator speelt een 
grote rol in het aanspreken van diegene die 
zich niet aan de regels houden.

Wanneer de groep door de roerige periode van 
de sociale normering heen komt, blijft er een 
functionerende groep over. De coördinator blijft 
degene die deelnemers toevoegt, aanspreekt en 
verwijdert wanneer nodig.

De coördinator sluist informatie door naar zijn 
buurtWhatsApp. Daarnaast deelt hij wat hij weet 
over zijn buurt de andere kant op.

De overgang tussen een werkende groep 
komt tot stand doordat de coördinator meer in 
contact komt met de overheid en met buurten in 
zijn omgeving.

ideeën

gevoel

belangen
vragen

activiteiten

AANSLUITEN

VOOR START STARTFASE BUURTGROEP EN -NETWERK EINDE

NETWERK
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Appendix Q Insights per interview
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Appendix R Clusters of insights
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Appendix S Rating of touchpoints 
in interviews
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Appendix T Personal reflection on project

In this appendix you can find my personal reflection on 

the project. I based my reflection on the personal goals 

as explained in the original project brief. The original 

project brief can be found after my personal reflection.

Reflection on my motivation
I wanted a project to improve the relation between 

citizens and government. I believed that design can 

help to improve this relation, and that DfI specific 

knowledge is necessary in this field to improve 

interactions.

Throughout this project I saw that my hunch was right, 

and that indeed it seems that design can be of great 

value in this field. I think that empathy towards all stake-

holders is something of particular importance within 

the government. So, not only empathy towards citizens, 

but also toward the possibilities governmental officials 

have, and what companies can mean in reaching the 

goals. The government’s hand are often tied, because 

of procedures, lack of time or money. It is important to 

keep that into account.

I want to continue improving this relationship, and my 

first step in that is to start working for the municipality 

of Rotterdam.

Reflection on my personal ambitions
1 In this project, I want to apply DfI-specific knowl-

edge and competencies in the area of citizen-gov-

ernment communication (e.g. user-centered design, 

empathic design, qualitative research as done in 

EI/UXAD/ context mapping elective, communica-

tion of research and design results, etc). 

I did! And the municipality seems to appreciate it, since 

they want to continue with my final result. My next 

goal would be to involve the municipality more with my 

process. This is helpful for me, because I think it will 

help in making decisions (paragraph 3). But it is also 

interesting and helpful for others to get insight in my 

process. They can learn from the way I look at things. 

For instance, when I was working at the municipality 

and writing all my insights on post-it notes to analyse 

them, I was watched with great interest. People asked 

what I was doing, and why I was analysing in that way. 

For next time, I can build on the knowledge from the 

creative facilitation elective I did, and involve others 

more. 

2 I want to discover what it is like to work with a 

government, as I have the ambition to continue 

working with a government after graduating. This 

requires me to get knowledge about the govern-

ment and its working throughout the project. Also, 

I will have to work on my story as a professional 

designer working for the government.

Through working at the municipality, I got in touch with 

a lot of people and aspects of the municipal organisa-

tion. It is fascinating to me that so many people work 

there, and that you find something you did not know 

the municipality was doing every other week or so. That 
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is also why I want to quickly make contacts throughout 

the organisation when I am working in Rotterdam. It 

is essential to the success of your work to have links 

everywhere, know what is going on. Thereby, I should 

still learn more about how governments work politically 

and organisationally. That is fairly complex, yet essential 

to everything that is done.

3 One of the things I find hard to do is making 

decisions, I tend to doubt every decision I make 

and often postpone the moment of decision-mak-

ing. I want to work on decision-making skills, by 

setting up the project in short cycles and having 

a deadline after a cycle. Secondly, I found that 

talking with people about your project really helps 

in making decisions, thinking for yourself is not the 

solution. I want to ensure talking with others in my 

project.

It turns out that decision making also was at the core 

of the biggest obstacle in this project. I did my user 

research well, gathered a lot of insights, but did not 

have the guts to take something that inspired me and 

go on with that. I find it  hard to leave knowledge and 

insights behind that I do not want to forget. 

But I have discovered something else about why 

decision making is hard for me: I do not trust my gut 

feeling. I need reasons and evidence for something. 

The funny thing is that reasons and evidence come 

automatically when I have made the decision, and my 

gut feeling turns out to be right in 90% of the cases. 

At some point during this project, I knew so much that 

involved the decision I made, that I could not clearly 

see the most important thing underlying my gut feeling. 

That is why I did not have the evidence necessary. I 

think “gut feeling” therefore is not exactly the right term, 

because the hunch I am talking about actually has a 

foundation in everything I know. That is actually the key 

point I will take with me: to trust my hunches are good, 

and that explanation and reasoning comes later. And 

for those 10% of the cases where I made the wrong 

decision: at least I will learn quicker when I did choose 

them.

4 In the end, I want to develop my self-esteem and 

confidence as a professional. Basically, all above 

ambitions contribute to this but more importantly is 

to be honestly reflective towards me. This should 

focus on how everyday actions contribute to ideals, 

as I tend to struggle with that ideals can rarely be 

directly applied in reality. 

I am a doubter. I doubt everything about my work. I 

have had to learn to be content with what I reached in 

this project. Big thanks to Stefan and Jasper here. It is 

indeed better to not use the words “think”, “according 

to me”, “belief”, “could”, “should”, “will”, etcetera to 

excuse yourself for the work you’ve done. 

And just by not using these words and expressing what 

I have done, those ideals come somehow closer to 

reality. It really helps to write down what I have done, 

as well as all the doubts. Then at least I do not lose 

them.
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