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MANAGEMENT SUMMARY

PROBLEM OF THE COMPANY

The sector earth-, road- and hydraulic engineering is a very competitive market, especially the open tenders
where the most economical advantageous contractor wins. In Dutch, these types of tenders are called EMVI
tenders. An EMVI tender requires contractors to submit a price and an EMVI plan on the chosen criteria by the
client. Usually, everyone can subscribe to an EMVI tender. This results in situations where more than 15
companies are competing for the win. Because of this competition, it is of the utmost importance to keep
improving. However, in practice, many companies in the earth-, road-, and hydraulic engineering sectors are
struggling with writing a good EMVI plan and getting a good score on that plan (EMVI score). Company X has the
same problem. Over the last years, they have seen the number of EMVI tenders they win decreasing, so they
asked themselves how they could improve their EMVI plans for more successful tenders in the future. We found
that Company X does not use the feedback they gained in the evaluation moments optimally because there is no
common format for the evaluation of tenders. In this research, we explore how a dashboard could help with
providing a common format for evaluation moments, saving this feedback in one place and presenting an
overview of the performance using this feedback. This results in the following research question:

‘How can a dashboard help to increase the EMVI score by presenting an overview of the feedback?”

The idea of using a dashboard to measure the performance in tenders is new, not only for construction but also
in other areas. In general, we found no application of dashboards for measuring the performance of tenders.
This research provides a whole new strategy for companies on how to deal with tenders. When companies want
to try this new strategy, this research provides them with a guideline on creating and implementing their own
dashboard.

DEVELOPMENT OF THE DASHBOARD

We designed a dashboard for Company X according to the guidelines found in the literature. To measure the
performance we needed to identify factors that influence the EMVI score positively. These factors are identified
by a brainstorming meeting and a literature search. The factors found are then discussed in interviews, and a
final list is drawn up with the following factors: experience of client with contractor, added value, SMART
formulation, understanding of client’s wishes, past project performance, tender process, monitor progress, goal.
These factors are measured by KPIs and the KPIs are measured with the feedback Company X gets on the EMVI
plans. Also, an implementation plan is written to ensure the adoption of the technological change. When the
dashboard is finished, surveys are sent to evaluate the new situation and see whether the dashboard can help
increase the EMVI score.

RESULT OF IMPLEMENTING THE DASHBOARD

The result is that overall the dashboard did improve the situation. It makes the daily tasks easier, provides
employees with a common format for evaluation of the tenders, gives an overview of the performance on the
EMVI plans, and provides a place where all the feedback can be stored. All these improvements lead to
employees spending less time on finding feedback because they can find the right feedback more easily. But
most importantly these improvements lead to identifying more improvement points so that the EMVI score can
increase. First of all the dashboard can help to increase the EMVI score by monitoring the performance. By
monitoring and visualizing the different KPIs, improvement points can easily be derived to increase the EMVI
score. Second, the standard format allows Company X to analyse the feedback for improvement points. Third,
the dashboard enables the user to store relevant data over multiple years. When all this data is taken into
account, the employees can track their progress. When a certain value goes down, Company X can start
researching the cause. Analysing and visualizing data over an extended time period is beneficial for improving
the EMVI score. Fourth, when writing an EMVI plan, the dashboard is an easy tool to use when you need specific



information. Users can search through feedback on tenders from a particular client or search for the score on
specific criteria. Having easy access to this information and therefore incorporating it in the EMVI plans will
increase the EMVI score.

RECOMMENDATIONS
Based on the results from this research the recommendations to Company X are:

e Implement this dashboard as proposed in this research
e Keep improving the functionality of the dashboard

e Keep evaluating the KPIs

e Take a critical look at the internal/external evaluation
e  Start research on a few EMVI criteria

Based on my experience during the internship at Company X, | recommend to:

e Talk about the mindset/vision when tendering
e Research the reputation of Company X



PIEIACE ettt e b et e a e e b b e R e e e r e s anesheesheenreenneeneenee e 2
MANAZEMENT SUMIMAIY c...eiutieiiieiteittentee st e bt e et eteeutestees bt ebeeabeeatesatesutesheesaeeseaaseeateestesbeebeenbeeabesasesatesheesseenseenseenseans 3
LiSt OF @DDIIVIATIONS ..ttt ettt h et e s h e et esab e e bt e nnr e e ene e e saneeeneas 7
TADIE OF £ABIES .. e b et et h e b e e b e b e e re e anesaeenee 8
TADIE OF FIBUIES .ottt s bttt e s b et e bt e s b et e be e e b et e bt e e beeesnbeenbeeesaneenees 9
T INEFOTUCTION ettt ettt e b e e et e e bt e e bt e e bt e e b et e bt e s be e e bt e s beeenneesabeeenneenane 10
1.1 Description of the COMPANY ....ooiiiiiiee e e e e e e e e e st e e e e ate e e eeanaaeesnraeeaas 10
1.2 Explanation of tender phase and EMVI t@Nder .........cooiiiiiiiiiiiniieiec et 11
1.3 Definition Of the Problemi ... .o et st earee s 12
1.4 0] o o TU =T o o LR PSRRIt 15
1.5 Problem-SolViNg APPrOaCh .. ..couiiiieeee et st s bbb saree s 17
1.6 DEIIVEIADIES ..ttt ettt et st e e ae e s b e e et e sareeearee s 17
AN T 1ol 4= (o1 0 o To M1 0o T4 T 1 A o] o NP USRS 18
2.1 CUITENT SITUBTION 1ottt st e e s bt e e s e e e e snb e e e s sar e e e s enneeesnnneas 18
2.2 Literature review on designing of dashboard...........ccooueiiiiiiiiiii e 23
2.3 Literature review on KP1identification ..........cocieeiiiiniiiieee e e 28
2.4 Factors influencing the EIMVI SCOTE ......uuiiiuiiii e cee et tee s ee e e see e s e e s e e e snae e e enaaaee e snaeeeeas 31
2.5 Take away: factors influencing the EMVI SCOTE.....cc.uiiiieiiei ettt et e e e s snaee e 35
3 KPl selection, measurement, and ViSUaliSatioN........uuuuuuuuiueiiiiiiiiiiiiiiieieiereeerere e e e e e e arara—.—.————————.. 36
3.1 selection of factors for the dashboard ............ccceciiiiiiiiiiiii e 36
3.2 Y IF I VT [ a = o i - o1 o SRS 37
3.3 DT o] oTo T e Ie [=T] =4 o PR PUPROE 39
3.4 Take away: KPI selection, measurement, and visualisation ...........cccccceeeieiiiiiiiec e, 46
L 1 0T o] =T 0 o T=T Y - 1 Lo o PSPPSR 47
4.1 Take AWay: IMPlemMeENtatioN.. ... e e e e e e e e e e s br e e e e e e e e e araaaeeeaas 49
ST oAV 1 [V 1 o] o EO PP PP P PO TP PO UPPPPRRTP 50
5.1 Review of employees about the dashboard............ccueeeeiiiii i e 50
5.2 Evaluating the objectives of the dashboard ............ccueeieiiii e 51
5.3 Take aWay: EVAlUALION ..o e e e et e e e e e e et ta e e e e e e e e s anbaa e e e e e eeaantaaaaaaens 54
6 Conclusion & RECOMMENTALIONS .....evuririiriiiieieeee et sttt s s e 55
6.1 CONCIUSION ettt ettt et st bt e s bt s bt e s b et e abae s b et e abaesbe e esbbeeneeesnneennees 55
6.2 RESTIICHIONS 1t e e 58
6.3 SCIENEIFIC FEIEVANCE ... sttt 59
6.4 RECOMMENAALIONS. ...ttt ettt e st e st e e st e e st e e st e e s ab e e sabeesaneesareeenneens 60
RETEIEINCES ...ttt ettt e bt e et e b e e s bt e bt e e a b et e bt e e b et e abeeeab et e beesabe e e bt e sabeeebeesabeeeneenane 62



Y 01T T [ RSP PRSNE 65

A.
B.
C.

Results BrainsStorming MEETING ... .ccccciiii e cciee ettt e e e e s e e e st e e e s ata e e ssaeeeesasaeeeantaeesnnneeas 65
SYSEEMALIC [ILErAtUIE FEVIEW .eveiiieiciet ettt ettt e e st e e s sate e e sbte e e e sabeeeseasaeeessraeenns 65
[T oY Y 1T T T 1T o] F= 1SS 69
SUIVEY CUITENT SITUATION s s s e s s s s s s s s s s s s s s s s s s e se s s s e snsnsnsnsnsnsssnsasnnnss 69



LIST OF ABBRIVIATIONS

DSRM = Design Science Research Method

EMVI = Economisch Meest Voordelige Inschrijving (Most economically advantageous tender)
JPEG = Joint Photographic Experts Group

KPI = Key Performance Indicators

PDCA = Plan, Do, Check, Act

PDF = Portable Document Format

SLR = Systematic Literature Review

SMART = Specific, Measurable, Attainable, Realistic, Time-bound

VBA = Visual Basic for Applications

VPI = Verifiable Performance Indicator



TABLE OF TABLES

Table 2.1 Example grading from & grading COMPANY Z .......ccocuiiiiiiiiiiiiieeee ettt s 11
Table 2.2 Types of Dashboards (FEW, 2006) ........ccecueiierierieenieeie ettt sttt et et steste st esaeesaeeste et e saeesbeesbeesbeebeas 24
Table 2.3 Components of dashboards (Cahyadi et al., 2015) ......ccccoiiiiiiiee e 25
TaDIE 2.4 SEAICN LEIMIS ....eeiieie ettt ettt e b e bt e b e b e et s et e sbee s beesbeesb e e et ene e emeeeneenreenreenreas 28
Table 2.5 FINAI SEAICH ..ottt ettt e et b e e bt e st et e bt e sabeeebeesabeeeneenane 28
TabIE 2.6 SEIECIION PrOCESS....ueiiiiiiieeeitiee e ettt e erttee e ettt e e eeteeeesteeeesateeesessaeeesstaeeeassasesasseesasssseesansseeessseeeannseeenanes 29
Table 2.7 Overview of KPIs identification approaches..........couiie it ree e e srae e e eaees 30
TabIE 2.8 SEAICH TEIMIS ... ittt ettt e st e e bt e sab e e e bt e st e e eaneesabeeebeesabeeenneenane 31
TabIE 2.9 FINAl SEAICH ..ottt ettt b bbbt s et s bt s bt e sbeenb e et ent e eaeeebeenbe e beenbeas 32
TaDIE 2.10 SEIECTION PrOCESS .. .eeiiutiieeeitieeeeitteeeitteeeeitteeeseiteeeesbeeeeassresasassaaaesstsesaassasesassasaassssseeanssssesssaeeeastenenases 32
Table 2.11 Summarized overview Of factors........ccociiiiiiiiiiii e 34

Table 3.1 Relative importance of factors determined by letting employees divide 50 points over the factors... 36

Table 3.2 VIiSUBIZATION OF KPIS...uuviiiiiiiiiiiiiiee ettt et eerab e e e s e st e e e e e s esabbaereeeesessasbaareeeeeesasbrareeeens 40



TABLE OF FIGURES

Figure 1.1 Process Company X goes through per tENAEr...........cocuiiiiiiiiiiiiie e 11
Figure 1.2 Development percentage of first places on teNders..........ccoceiiiiiiiiiiiieeiiie e 12
Figure 1.3 Development percentage of best EMVI Plans........oociie i i eeee e sree e saere e s nae e e saveeeeas 13
= U =T I o oY o] 1= 3 ] [V ] =Y SR 13
Figure 2.1 Result: "What grade would you give the usefulness of the internal evaluation? "............ccccocieiiene 18
Figure 2.2 Result: "What grade would you give the external evaluation?" ..........ccccovr e, 19
Figure 2.3 Process of Writing an EMVI PIan..........uueeoiiiiii ettt e et e e e eaar e e e satr e e e estae e eenaaeeesnreeaens 19
Figure 2.4 PDCA cycle in EMVI WEItING PrOCESS .....veiiutiiiiieeteieriteeittesite sttt esiee sttt e sstesbeeesseesabeeesseesabeesnseesbeesnneesane 20

Figure 2.5 Result: When looking for feedback is hard to find the right information. 1= totally disagree; 5= totally

Figure 2.6 Result: When looking for feedback it takes long to find the right information. 1= totally disagree; 5=
L] = | VY YIS SP RSOt 21

Figure 2.7 Result: | can easily draw conclusions from several tenders about how to improve the EMVI score. 1=
totally diSagree; 5 = 10TAllY @GIEE....cc i et e e e et e e e et te e e et e e e e e br e e e etta e e s tbaeeeaataeeeaanes 21

Figure 2.8 Result: The feedback from the past is not taken into account often enough. 1= totally disagree; 5=

BOTAIIY @EIEE ettt st e e st e st s bt e et e s bt e e bt e s b e e e bt e st et ebee s beeebee s beeeneenane 22
Figure 2.9 Layers of information (ECKErson, 2006) ..........ccccuueeeiiiieeeeiiieeeeeieeeesireeeesteeeeeseeeestseeeesssseesssseesssseeeans 24
Figure 2.10 Example of incorrectly encoded quantitative values (FEW, 2006) .........cccueeveeriieeeneeeirreeseeesreeseeenns 26
Figure 3.1 Places of KPIs 0n the dashboard .............cooiiiiiiiie ettt e et e et eeaae e e s areeeeas 41
Figure 3.2 Complete dashbOard OVEIVIEW ........ccooiiiiiiiei e e e et rr e e e s e e s eaarar e e e e e e senanneees 42
Figure 3.3 TextboX With USer UIAEIINE .......cc.uiii it e e e et e e s s nae e e snaeeeeas 43
Figure 3.4 User form to add NEW data ........cccuiiiiiiiii ittt e tee e et e e e ate e e e eateeeesabbeaeesstaeeeensaaeessseeaans 43
Figure 3.5 Overview dashboard Part A ... e e e e e e e st a e e e e s e e s eebaeaeeaeeesennnraes 44
Figure 3.6 Overview dashboard PArt B.........ccceieiiieeieiiie e cciieeesteeeeee e stee e st e e e s ste e e seaaeee e sntaeeesnnseeessnneeeessseeannn 45
Figure 4.1 Renewed process of Writing an EMVI Plan.......ccueiiiiiiiiiecie et e et e e snaee e 49
Figure 5.1 Results of question: “The dashboard makes the situation...” .........c.cceeeciiiiiciiie e 51
Figure 5.2 It is hard to find the right information. The dashboard makes it ..........cccccoeeviieivciiiecice e, 52
Figure 5.3 When looking for feedback it takes long to find the right information. The dashboard makes it........ 52
Figure 5.4 It is hard to determine improvement points when looking at several tenders. The dashboard makes

N 53
Figure 5.5 The set of KPIs gives good insight into the performance of the EMVI plans.........cccccceeeiiiiiiieeeccineeenn. 53
Figure 5.6 Too little attention is paid to feedback from the past. The dashboard makes it..........c..cccceuerernnennn. 53



1 INTRODUCTION

In the framework of completing the Bachelor of Industrial Engineering and Management, we performed research
at a company that is active in the earth-, road-, and hydraulic engineering sector. The company would like to stay
anonymous and is therefore referred to as Company X. The main business of companies in the earth, road- and
hydraulic engineering sector is designing and executing construction projects for private parties, the government,
municipalities, and provinces. These clients award their projects to companies by determining a winner during
the tender phase. A tender phase is a set period of time where the contractors can subscribe to the project and
need to hand in the required documents. What documents are required and who can subscribe, depends on the
type of tender. More on this in Section 1.2. This research will focus on the tenders where the Most Economical
Advantageous Tender (MEAT) wins. In the Dutch construction market this is called Economisch Meest Voordelige
Inschrijving (EMVI). Since the Dutch procedure differs from tender structures used in other countries and we do
our research at a Dutch company, we will call it EMVI from now on. When joining an EMVI tender, the contractor
must hand in a price offer and a quality plan (further referred to as EMVI plan). More on EMVI tenders in Section
1.2. For every type of tender the client can choose to invite several contractors or let every interested contractor
subscribe. This last scenario can lead to tenders where 15 companies subscribe. Because of this competition, it
is of the utmost importance to stay ahead in the competition. But how can you do that?

Company X came to us with this question and mentioned that writing the EMVI plan is a topic that is deemed
extremely difficult by them and other contractors. Even the biggest contractors in earth-, road- and hydraulic
engineering are still struggling and questioning themselves: how can we write a plan that delivers us the first
place?. Since the scores on the EMVI plans have been decreasing for Company X, we will focus on why it
decreases and how they can increase their scores (Chapter 1). We think a digital tool can help Company X gain
more insight into the scores on their EMVI plans. The choice is to build a dashboard that will include a set of Key
Performance Indicators (KPIs) that measure the performance of EMVI plans. These KPIs will be determined with
the help of a literature search and walk-in interviews (Chapter 2). Visualizing these KPIs with a dashboard enables
the contractor to determine the current state, improvement points or a strategy (Chapter 3). The data used to
measure those KPls is retrieved from the evaluation moments. In Chapter 4, we research how to implement such
a technological change in the company. In the end, we will evaluate if the dashboard indeed helped improve the
situation (Chapter 5).

This chapter will provide information about the company in Section 1.1 and the tender phase in Section 1.2. After
that, we will dive into the problem definition in Section 1.3. After defining the problem, sub-questions are set up
in Section 1.4 and the Problem-Solving Approach in Section 1.5. Lastly, in Section 1.6, we will elaborate on the
deliverables.

1.1 DESCRIPTION OF THE COMPANY

The company at which we will execute this research is active in earth-, road- and hydraulic engineering. Since
the company would like to stay anonymous, we will further refer to them as Company X.

Company X does projects for clients in a specific region in the Netherlands. It is part of one of the larger
contracting companies of the Netherlands, and its main clients are governmental organizations or private
corporations.

At Company X there are several parties involved, both internal- and externally. Internal stakeholders are the
employees. External stakeholders are the government, provinces, municipalities, private corporations and
subcontractors. Also, the people who live near the construction area are external stakeholders. When making
decisions Company X needs to consider all these parties. Unfortunately, we can not provide further information
without revealing too much about the company .
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1.2 EXPLANATION OF TENDER PHASE AND EMVI TENDER

This section starts by explaining how the tender phase typically looks like and what the reasoning is between the
different tender types. Afterwards, we dive into the EMVI tenders a bit deeper to gain a better understanding.

A tender is a procedure where a contractor can make an offer to win the contract with the client. The advantage
of holding a tender phase is that several contractors submit an offer, and therefore the client can select the best
offer. From the contractor's point of view, they first enter a preparation phase where they make the team and
research the tender (see Figure 1.1). When everything fits into schedule, the company subscribes, and the tender
phase starts. In this phase, the client sends the guideline with information about the project and in the end the
contractor sends in the price offer and additional documents. The tender phase ends when the client has selected
the winner. Lastly, Company X enters the evaluation phase, in which they evaluate the tender internally and
externally.

Preparation Evaluation

phase phase

Figure 1.1 Process Company X goes through per tender

Within Company X, two tenders are most common, a tender on price and a tender on EMVI. The difference is
that the winning contractor of a tender on price was the cheapest and the winner of the EMVI tender is the most
economically advantageous send-in and therefore has the best value for the price. Around eight years ago, the
EMVI tender was introduced by the government so that the tenders become fairer. When a tender is only
evaluated on price, this results in worse quality projects because the contractors want to lower the price as much
as possible. However, in an EMVI tender a contractor can score a discount by promising high quality. So, this
raises the opportunity to send in a plan with a better quality, which is more expensive but still wins. This way the
tenders become fairer because the contractor who has the best price-quality ratio wins.

In this research, we focus on improving the performance on the EMVI tender; therefore, we will explain this
tender in more detail. The tender phase of the EMVI tender results in two end products, an EMVI plan which
focuses on the quality and a price offer. Creating those two documents are parallel and dependent processes.
During these processes, the goal is to develop a price and an EMVI plan that fits the requirements and wishes
stated in the guideline. The score on an EMVI plan is expressed in money and will be extracted from your price
offer. We will shortly explain how the plan is scored. In the guideline, the client describes a few criteria they
deem important. Examples of topics are collaboration, planning or disturbance of the neighbourhood. In Table
1.1, the client chooses social value and collaboration. The client also determines the maximum discount you can
receive and how this is distributed among the criteria. In Table 1.1, you can see that the maximum discount is
€300,000 and that the division is 60% (€180,000) for social value and 40% (€120,000) for collaboration. Then
depending on how much added value you deliver on a criterium, you get a percentage of this discount. In Table
1.1 can be seen that Company Z scored 50% on social value, resulting in a discount of €90,000, and scored 75%
on collaborations resulting in a discount of €90,000. The total discount received is €180,000. This means that
when Company Z send in a price offer of €500,000 the evaluative price is €320,000. The contractor who submits
the lowest evaluative price wins the tender. By changing the maximum discount, the client can determine the
importance of quality.

Table 1.1 Example grading from & grading company Z

Grade Description Fictional discount
1 The tender offers no added value compared to the specifications 0%

2 The tender offers limited added value compared to the specifications 25%

3 The tender offers reasonable added value compared to the 50%

specifications
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4 The tender offers a lot of added value compared to the specifications = 75%
5 The tender offers huge added value compared to the specifications 100%

Maximum Fictional Discount €300,000

Criteria Weight Score Fictional Discount
Social value 60% 3 300,000*0.6*0.5=90,000
Collaboration 40% 4 300,000*0,4*0,75=90,000

Fictional discount Company Z €180,000

1.3 DEFINITION OF THE PROBLEM

Over the last years, the percentage of tenders Company X wins is decreasing. Figure 1.2 shows the percentage
of how many tenders Company X won in the previous years. In 2018 they managed to win more tenders,
however, as shown in Figure 1.2 the years after, the results have gone down again. When Company X does 5
tenders per year the data points are insufficient to show a trend, resulting in the deviations simply being noise.
Due to the confidentially of the company the total number of tenders done each year can not be made public
but we can say that we have enough data points to measure a trend.

Development percentage of 1st places on

tenders
100%
L 80%
©
£ 60%
S 40%
& 20%

0%
2013 2014 2015 2016 2017 2018 2019 2020

Years

Figure 1.2 Development percentage of first places on tenders

Increasing this percentage is important because without winning tenders there is no work and therefore also no
income. Next to that, a tender takes up around €40.000 in labor costs for an average-sized project, so getting the
percentage up is important to decrease costs, increase revenue, and make more profit. Lastly, Company X
indicated that getting projects is also very important because projects add a lot of value to them in knowledge
and experience.

Company X plans on winning more tenders by focusing on receiving higher EMVI scores because higher EMVI
scores contribute to winning more tenders. To see to which extend the EMVI plans can be a cause for winning
fewer tenders, we look at the rate of getting the best EMVI plan. As Figure 1.3 indicates, the rate of getting the
best EMVI plan is decreasing as well. Therefore this is considered the action problem of Company X with as main
research question:

“HOW CAN COMPANY X INCREASE THEIR EMVI SCORES?”

12



Development percentage of best EMVI plans
100%
80%
60%
40%

Percentage

20%

0%
2013 2014 2015 2016 2017 2018 2019 2020
Years

Figure 1.3 Development percentage of best EMVI plans

The reality is that Company X had the best EMVI plan in 20% of the tenders in 2020, but the norm is to increase
this percentage to at least 50% in 2021-2022.

1.3.1 PROBLEM CLUSTER

To get an insight into the action problem, “The EMVI scores are not increasing”, we performed several interviews
with employees and a brainstorm at which ten employees were present. The list of problems retrieved from
those activities is visualized in a problem cluster to establish the causal links between the various problems
(Heerkens et al., 2021). The problem cluster can be seen in Figure 1.4.

[:] = Potential core problem
Less revenue
[
Le K Gain less
£5s worl ™| experience
A
Price is too Win less
high tenders
A
EMVI scores
do not
increase
A
Not derivin
Not enough Hard to Not enough impruvemen%s
attention to understand information on a from previous
writing a plan clients needs tender tenders
; f S !
Too many No Insufficient Evaluation
tenders re\lat\oqsh\p pre-study moments are not
with client used optimally
S
) No _lafgeled Be aware of There is no common
No choices building of upcoming format for evaluating
are made client tender too tenders
relationships late
. J
Find
upcoming
tenders
themselves

Figure 1.4 Problem cluster
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As seen in Figure 1.4 the action problem causes and is caused by some other problems. First, we will address
problems caused by the low EMVI score and afterwards, we will dive into the problems that cause the low EMVI
scores.

A direct result of the low EMVI scores is that Company X wins fewer tenders. This is because the winning of a
tender is dependent on the EMVI score and the price. Winning fewer tenders results in less work which then
results in less revenue and less experience. More experience is a competitive advantage, and revenue is needed
to survive, so it is crucial that Company X increases the EMVI scores.

We did a brainstorming session and interviews to search for problems that cause the EMVI scores to decrease.
During the brainstorm, the employees made a mind map in which all problems and their relationships were made
visible. This mind map can be found in Appendix A. From this mind map, four themes are put in the problem
cluster. We will now go by each of them.

One of the causes is that there is not paid enough attention to the content and writing of the EMVI plan. This
problem arises because Company X subscribes to a lot of tenders and therefore there is not enough time to go
into detail for each plan. Company X subscribes to a lot of tenders because the decision-making process on when
to subscribe to a tender is not optimal.

Another cause is that it is hard to understand the client's wishes. This is a problem since the wishes are not always
transparent and put in the guideline. A way to overcome this problem is by having a better relationship with the
client so that Company X can talk with them about these wishes. However, it turned out Company X can still
improve their client relationships. This is because Company X has no policy on building client relationships. When
solving this problem, a scorecard could be created so that Company X can see which clients still need attention.
Also, a plan can be set up for solid client relationships.

Furthermore, a cause is that Company X does not have enough knowledge about a tender. An insufficient pre-
study causes this because they are aware of an upcoming tender too late. When Company X is aware of a tender
on time they can use their connections to ask questions about the project. When they subscribed to the tender
this is not allowed anymore. This problem arises because Company X needs to find a tender themselves by
searching social media, websites or news articles.

The last cause for the decreasing EMVI scores is that Company X does not derive enough improvement points
from previous tenders. Company X has evaluation moments after each EMVI tender, including a score on their
EMVI plan, an internal evaluation and an external evaluation with the client. However, Company X does not
optimally use these evaluation moments because there is no standard format for evaluating itself and
documenting the evaluations. In practice, this means that the feedback gained at the evaluation moment is in
separate documents and unstructured. When this problem is solved, Company X would have a format for
evaluating the performance of the EMVI plans, and they have one database in which all the relevant information
is available.

1.3.2 CORE PROBLEM

After the problem cluster is set up, we can derive four potential core problems. The red outline in Figure 1.3
marks these core problems. By solving these problems, all problems that follow from it are influenced and
therefore solving these problems will have the most significant impact. Since we have four problems left, we are
deciding upon the most effective problem, which means the one with which we have the most impact for the
lowest costs. The problems are discussed in Section 1.3.1.

We chose to solve the core problem:

‘THERE IS NO COMMON FORMAT WHEN EVALUATING TENDERS’
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Solving this problem is most effective because it directly plays into the action problem: "How can Company X
increase their EMVI score? When we solve this core problem, we can help Company X start analyzing their
tenders and derive improvement points comparisons over several tenders instead of feelings. This can lead to
new insights regarding their performance and therefore is solving this problem the most promising. Also, the
expertise of the researcher fits best to this problem. We can solve this problem by introducing a format for
evaluating the performance of the EMVI plans and introducing one database in which all the relevant information
is available. From now on, all the data that is gathered during the evaluation moment will be referred to as
feedback.

When we look into solutions that provide both freedom to develop a format for evaluation of the performance
and the possibility of developing a database, a dashboard fits all the wishes. For a dashboard, we need to identify
a set of Key Performance Indicators (KPIs), which enable us to develop a format for evaluating the performance
of the EMVI plans. The visualization of KPIs enables Company X to identify trends, patterns and anomalies. This
enables Company X to measure, monitor, and manage the performance of the EMVI plans more effectively
(Eckerson, 2006; Few, 2006). Also, the dashboard will need a database to draw the information from. A significant
benefit is that a dashboard can be created with the systems already in use by Company X.

Another option is building a database and using a Performance Measuring System to create a format for
evaluating the EMVI plan. Then during monthly meetings, Company X can evaluate the feedback in the database.
However this method takes up more time and makes it less easy to determine improvement points.

Because of the points mentioned before, we decided a dashboard is best suited to solve the core problem. We
have built a dashboard that is connected to a database with features that help Company X analyze their feedback.
This results in the following research question:

‘HOW CAN A DASHBOARD HELP INCREASE THE EMVI SCORE BY PRESENTING AN OVERVIEW OF THE
FEEDBACK?’

The objective of this dashboard is to structure the evaluation moments of EMVI tenders by introducing a common
format. This will reduce the number of files with feedback, make it easier to analyze the feedback to derive
improvement points for the EMVI plan and extend the time the feedback is taken into account.

1.4 SUB-QUESTIONS

To answer the research question: ‘How can a dashboard help to increase the EMVI score by presenting an
overview of the feedback?’ and meet the objectives, knowledge is required. This knowledge will be acquired by
answering eight knowledge questions. In this section, per knowledge question, the purpose, the research
design, the data gathering method and the data analysis method is described.

1. How does Company X currently deal with feedback on EMVI plans?

A better insight into the current situation is required to understand how the feedback is formatted to
solve the research question. It also enables us to evaluate the dashboard by comparing the improved
situation to the current situation. The three types of feedback and their format are explained, and the
current feedback loop is presented. This knowledge is obtained by performing a descriptive study,
where walk-in interviews will gather information. During the walk-in interviews, we will ask prepared
questions with qualitative data as a result. Next to that, we will gather data by sending out a survey
about the current situation. This data gathering method fits well with descriptive study (Saunders et
al., 2019). The results can be found in Section 2.1.

15



2.

How to design a dashboard that monitors the performance of EMVI plans?

The purpose of answering this research question is to find appropriate designs for displaying data, in
our case feedback, in a dashboard. By identifying the most suitable designs, a concept for our dashboard
can be created. This knowledge question is explorative research where qualitative information is found
through a Systematic Literature Review. This data will be analyzed and presented in an integrated piece
of text. The concept will consist of features, functional analyses and ideas for a layout. The results can
be found in Section 2.2

Which approach can be used to identify KPIs for a dashboard?

It is of great importance to identify the relevant KPIs when designing a dashboard. Therefore, a
literature study will be done to determine a fitting approach. The research we will conduct is
descriptive with qualitative data. The data will be analyzed and presented in an integrated piece of
text.

What factors are related to a successful outcome of an EMVI plan?

This sub-question is important since knowing these factors means we can integrate them into the
dashboard and then evaluate them. This question will be answered by conducting descriptive research.
First, we will do a literature study to find factors that positively influence the EMVI score. Next, semi-
structured interviews will be conducted to discover important factors different from the ones found in
the literature. By analyzing the data, we create a list of possible factors for the database.

Which KPIs should be selected to monitor the performance on EMVI plans, and how to measure and
visualize those KPIs in the dashboard?

We will answer this sub-question to determine the final list of KPIs and the data that is needed for
measuring the KPIs. We start by selecting the factors on their importance. Besides the factors found in
sub-question 4, factors are added that do not relate to a successful outcome but that relate to
monitoring the progress. For each factor, KPIs are determined to measure the factor. We will gather
knowledge by investigating the data provided by the company. The data needs to be assessed on quality
and completeness. Next to that, we will determine which media displays to choose for the dashboard.

How should the dashboard be implemented within Company X?

To ensure that the dashboard will be used correctly, we will conduct exploratory research regarding the
implementation of the dashboard. First, information is gathered from literature, and this information
will be applied to this situation. Therefore, we will also do walk-in interviews to gather knowledge about
the implementation specific to Company X. Resulting in a recommendation concerning the
implementation.

Did the dashboard meet the objectives and therefore improve the situation in Company X?

To evaluate the dashboard, we compare the old situation with the new situation. We do this with the
help of the objectives and a survey. It is an explanatory study where the dashboard is the stimulus used
to see changes in the situation. Here the independent variable will be the dashboard, and the dependent
variable will be the situation. This section will also include a summary of the analysis of the feedback.
More on how this is measured can be found in Section 1.5.1.
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1.5 PROBLEM-SOLVING APPROACH

We will follow the Design Science Research Methodology (Peffers et al., 2008). This theory fits well with our
research since we are trying to create an artefact that will solve a problem, namely the feedback has no common
format. Also, DSRM fits well because the development of the dashboard is a design process in which we will use
the existing knowledge from the employees to come up with a solution to the problem of how can Company X
increase their EMVI score. The DSRM consists of the six steps visualized in Figure 1.4. All the sub-questions set
up in Section 1.4 can be connected to one of the six stages of the DSRM.

Problem Define the Design &
Identification & objectives for s Demonstration Evaluation Communication
L N Development
Motivation the solution

Figure 1.1 Visualization of DSRM (Peffers et al., 2008)

Steps one and two are already executed in the first phase of the research. These first two steps included several
talks with employees to get to know Company X, their problems, and their impact. In step 3, Design &
Development, we will answer a couple of research questions. First, the design of the dashboard and the approach
to identify KPIs are determined by doing a literature review. Next, the research question about which KPIs the
dashboard needs to monitor, how to measure, and how to visualize them is answered. When this information is
known, the dashboard can be developed. For step 4, demonstration, we researched how the dashboard can be
implemented. Then the dashboard can be demonstrated. Next, in step 5, the dashboard will be evaluated. Step
6, communication, is about presenting the results to the company and the University. This will be done by both
a report and a presentation.

1.5.1 MEASUREMENT OF IMPROVEMENT

This research aims to measure if a dashboard can help with increasing the EMVI score. Since this is not
measurable, we will evaluate it according to the four objectives stated in Section 1.3.2. These objectives are: to
structure the feedback by introducing a common format, reduce the number of files with feedback, analyze the
feedback to derive improvement points for the EMVI plan and extend the time the feedback is taken into account.
To evaluate the change, these objectives are measured before and after implementing the dashboard. In Section
2.1, the survey results evaluate the current state. After implementing the dashboard, the variables will be
evaluated with the results from the second survey and by the dashboard features. The situation with and without
the dashboard is compared to answer the research question ‘How did the dashboard improve the situation?’

1.6 DELIVERABLES

At the end of the research, the following deliverables can be expected. First, a set of KPIs that are important for
the performance of an EMVI plan. These KPIs will be established by literature search and semi-structured
interviews. Second a dashboard that analyses the performance of the EMVI plans and provides Company X with
structured information regarding past projects. Third, an implementation plan for the dashboard will be
delivered. The fourth deliverable is a list of recommendations and improvement points. Fifth, the research will
be captured in a written report and a presentation.
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2 BACKGROUND INFORMATION

We start our research by retrieving more background information. This provides us with content on which we
can base our dashboard. First, more about the current situation in Section 2.1. Then we will gain information on
how we can design the dashboard in Section 2.2. In Section 2.3, we will determine an approach on how to identify
KPIs and lastly in Section 2.4, we research which factors influence the EMVI score positively.

2.1 CURRENT SITUATION

In this section, we will research how Company X currently deals with EMVI tenders and the evaluation moments.
This background information can be used later to determine the implementation strategy and to evaluate the
situation after implementing the dashboard. The research strategies used in this section are desk talks with
employees and a survey. The desk talks were exploratory conversations in which general questions were asked.
In Section 2.1.1, the three types of feedback that Company X receives are discussed. Next, in Section 2.1.2, we
will determine the current business process of an EMVI plan. Lastly, in Section 2.1.3, the key variables are
evaluated.

2.1.1 TYPES OF FEEDBACK

In total Company X has three feedback moments for different types of feedback. First, the internal evaluation,
second the Intention to award letter, and third an external meeting with the client. We will go by each feedback
type.

First, the internal evaluation, which, as the name reveals, is held internally with the people who worked on the
tender. This evaluation is held after submitting the tender and before receiving the Intention to award letter. In
this meeting the employees evaluate how the tender went and they talk about topics like planning, strategy, and
how good they think the EMVI plan will score. Often when employees are busy, this meeting is skipped. There is
an evaluation form to structure the meeting. However, it is not always adhered to. The data that can be used
from this meeting are the minutes, the data type is qualitative text. We asked the employees to give the internal
evaluation a grade on the usefulness. They gave the internal evaluation a three out of five on average (see Figure
2.1).
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Figure 2.1 Result: "What grade would you give the usefulness of the internal evaluation? "

Secondly, the Intention to Award letter. This letter contains the result of the tender and the score on the award
criteria. This data is qualitative, and the measurement level is ordinal since the grading template usually is based
on assigning ‘no added value, low added value, ...” to each award criterion. The level of added value will
determine the amount of discount per criteria. Then the total discount is calculated by assigning weights to each
criterion and multiplying this with the discount.

Third, the external evaluation meeting, which is organized after the Intention to Award Letter if Company X
remains with any questions. This meeting is with the client and with the employees who worked on the tender
the most. There is no common format for these meetings, but according to the employees it is highly valuable to
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gain some more in-depth information on why Company X got a certain score (see Figure 2.2). The information is
written in text and, therefore qualitative data.
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Figure 2.2 Result: "What grade would you give the external evaluation?"

2.1.2  BUSINESS PROCCES EMVI PLAN

The business process of writing an EMVI plan is visualized to get insight into the current structure. Mapping this
process enables us to understand and change the situation later on. Since the goal of Company X is to increase
the EMVI score, the Plan Do Check Act (PDCA) cycle can help give us insight into if their current process fits their
goal. The PDCA is an iterative four-step management method used in business for continuous improvement of
processes. The four steps are: plan, do, check and act. First, the business process is mapped and afterwards, it is
compared to the steps of the PDCA cycle.

In Figure 2.3, the process of writing an EMVI plan is visualized. Company X is busy restructuring this process, so
we will not dive in too deep. The general idea is that during a kick-off meeting the planning for writing the plan
will be made with the help of the guideline. This includes setting deadlines and dividing responsibilities. Writing
the EMVI plan is done by creating four versions; the bronze, silver, gold and platinum version. In each version,
the EMVI plan will be worked out a bit more. The documents used during this process are the guideline and
external sources. In the end, they will hand in the platinum version do an internal evaluation and wait for the
result. The result is sent to them through an intention to award letter. Afterwards, an external evaluation is
planned in case there are questions left.
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Figure 2.3 Process of writing an EMVI plan

When comparing the current process to the PDCA cycle, Company X does the steps: plan, do and check (see
Figure 2.4). However, because there is no common format for evaluating tenders, it is harder to document the
feedback and act on them. It appears that the core problem of this research causes that the PDCA cycle is not
completed completely. Solving the core problem by developing a dashboard should help Company X to also do
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the last step of the PDCA cycle and act on their feedback. When the PDCA cycle is completed this enables
continuous improvements in the future.

Plan Do
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Figure 2.4 PDCA cycle in EMVI writing process

2.1.3  MEASURE OF KEY VARIABLES

To evaluate if the dashboard improved the situation, we set up objectives that we can measure before and after
the implementation of the dashboard. The objectives of implementing the dashboard are: to structure the
evaluation moments by introducing a common format for the feedback, to reduce the number of files with
feedback, to analyze the feedback to derive improvement points for the EMVI plan and lastly to extend the time
the feedback is taken into account. Each objective is discussed in this section. Knowledge of the objectives is
gained partly by exploratory talks with employees and partly by the survey that 14 employees filled in. The survey
can be found in Appendix D. Afterwards we also talked with employees about the current situation and we
summarized that in section; Review of employees about the current situation.

FORMAT OF THE FEEDBACK

The first objective is the format of the feedback. Currently, the format of the feedback differs in two points.
Firstly, the feedback retrieved at evaluation moments is saved in different formats: JPEG, mail and PDF , which
makes it hard to make comparisons. And secondly, the evaluation moments do not have a common format to
specifically measure the performance of the EMVI plans. This makes analysing several tenders impossible
because there is no data available.

NUMBER OF FILES WITH FEEDBACK

The second objective is the number of files with feedback. Right now, each feedback file is saved separately in a
OneDrive. This could make it challenging to find the correct information. Also, this contributes to the time it takes
to find the correct information. From the employees, a majority (53.8%) agreed that it is difficult to find the
correct information (see Figure 2.5). About the statement that it takes longer to find the correct information,
most employees felt neutral. However, the distribution in Figure 2.6 also shows that 42.9% (totally) agrees with
the statement.
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0 (ol%) 0(0%)

Figure 2.5 Result: When looking for feedback is hard to find the right information. 1= totally disagree; 5= totally agree

0(0%)

Figure 2.6 Result: When looking for feedback it takes long to find the right information. 1= totally disagree; 5= totally agree

ABILITY TO DERIVE IMPROVEMENT POINTS

The third objective is the ability to derive improvement points from the feedback. Currently, improvement points
are derived per tender not from analyzing several tenders. The employees are divided about whether it is easy
to draw conclusions from several tenders or not. As shown in Figure 2.7, 42.9% feels neutral and the rest is
divided over agree and do not agree with a slight tendency to agree.

0 ((IJ%)

1

Figure 2.7 Result: | can easily draw conclusions from several tenders about how to improve the EMVI score. 1= totally disagree; 5 =
totally agree

THE TIME THE FEEDBACK IS TAKEN INTO ACCOUNT

Lastly, the objective, the time the feedback is taken into account. Currently, the feedback is looked at after each
tender. Improvement points are considered in the back of the employees' heads, and that way, they take it with
them to the next tender. In a while, these points are likely to fade away, and therefore they are not taken into
account anymore. When asking the employees if they agree with the statement that there is not looked back
enough at feedback from the past, the biggest groups are neutral (35.7%) or agree (35.7%) with this statement
(see Figure 2.8).
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Figure 2.8 Result: The feedback from the past is not taken into account often enough. 1= totally disagree; 5= totally agree

REVIEW OF EMPLOYEES ABOUT CURRENT SITUATION

In the survey, employees had the chance to leave comments. These comments are useful to get a better and
more detailed image of the current situation. Most comments were about the format of the evaluation moments
and the overview of the feedback. For the overview of the feedback, one of the comments was “A simple
database with all feedback in it would be very useful”. Another comment was that right now the information
from the internal and external evaluation is difficult to find, a central place to store the feedback would really
help them. Lastly, an employee said that a good documentation system where everything can be traced more
quickly is definitely an improvement. There were also some comments about the format for evaluation. These
were: “External evaluations do not always give us the answers we are looking for. Think about a different
approach.” and “We do not have a format for the external evaluation, we could gain more by asking the right
questions.”

2.1.4  TAKE AWAY: CURRENT SITUATION

From the current situation, we know that Company X has 3 evaluation moments; the intention to award letter,
the internal evaluation and the external evaluation. It turns out that especially the internal- and external
evaluations can be used to retrieve more information. When we constructed the business model of writing the
EMVI plan it becomes clear that Company X gathers data at these evaluation moments but they do not act on
the feedback. The results of the survey and employee reviews help us understand why. The survey tests all the
four objectives of the dashboard the results are in bullet points below.

e The feedback is in too many separate files. This causes that 69.2% of the employees experience that
searching for feedback is hard and 43% experience that it takes long to find the right feedback. Also in
the reviews from the employees it turns out that there is no good overview of the feedback and that
there is a need for a database with all the feedback in one place.

e lackin format of the evaluation moments is a problem now, a new approach to monitor the
performance is needed according to the reviews of employees. Also, a way to avoid the feedback
being in several formats (PDF, JPEG, word) is needed.

e The feedback from the past is not taken into account enough according to 42.8% of the employees.
This percentage is not that high and is therefore not the most important point for them. But from the
talks of the employees it turns out they do not look at tenders from the past for improvement points
and without analysing historical data you can not derive improvement points. In this case, we think
the ignorance of the employees caused the lower score on this objective.

e Analysing the feedback to derive the improvement points is not necessarily hard according to the
average response of the employees. However, when we look at the scores on the other objectives the
improvement points they derive are most likely not based on several tenders since there is clearly no
overview of the feedback. We think the employees do not know the possibilities and that this
influenced their response.
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2.2 LITERATURE REVIEW ON DESIGNING OF DASHBOARD

In this section, we will execute a systematic literature review to learn how to design a dashboard that monitors
the performance of the EMVI plans. The aim is that this knowledge enables us to design a dashboard that can
monitor KPIs regarding the EMVI scores. The key concepts in this research will be design, dashboard and KPI.
These key concepts are defined as follows.

First, the definition of design is ‘an outline, sketch, or plan, as of the form and structure of a work of art, an
edifice, or a machine to be executed or constructed.’(Dictionary.com, 2021). In this research, ‘design’ will regard
the looks and the structure of the dashboard. KPIs are defined as a set of indicators that assess the performance
of the desired project. Since the performance of each project should be assessed differently, KPIs are very
dependent on the project. In this section, we will start with the definition of a dashboard (Section 2.2.1). After
that, the types of dashboards will be discussed (Section 2.2.2). Then we will go by all the components of a
dashboard (Section 2.2.3). And lastly, the design of a dashboard (Section 2.2.4). The search process can be found
in Appendix B.

2.2.1 DEFINITION OF A DASHBOARD

A dashboard is a visual display of essential information in a company or process. This data is typically displayed
as a combination of graphics and text. This visualization enables people to visually identify trends, patterns and
anomalies and reason about what they see. The visual display should fit entirely on a single screen so the
information can be monitored at a glance (Few, 2006). More on the design of a dashboard in Section 2.2.4. Now
that we know more about the look of a dashboard, let us discuss the functionality. A dashboard is a multilayered
application built on business intelligence and data integration infrastructure (Eckerson, 2006). Dashboards are
unique because they combine three crucial tasks in one application, namely: monitoring, analyzing and
managing. Therefore, the goal of a dashboard is to enable organizations to measure, monitor, and manage
business performance more effectively (Eckerson, 2006). Visualizing the important data and using build-in
features dashboards help organizations increase corporate agility, optimize performance, and achieve strategic
objectives. However, the extent to which this visualization of the business performance is successful depends on
the information used and visualized. Therefore, dashboards should be created through a series of analyses of the
data and should be determined by key metrics that matter for the company (Cahyadi & Prananto, 2015). The key
metrics must be tailored specifically to the company's requirements. Otherwise, they won't serve their purpose.
This results in dashboards always being customized (Few, 2006). More information on data collection and
selection is in Section 2.2.3. In this research, we use the dashboard to visualize the performance of EMVI plans.

2.2.2 TYPES OF DASHBOARDS

As mentioned earlier, dashboards combine three tasks: monitoring, analyzing and managing. However, the
degree to which a dashboard focuses on one of these three depends on the application. Few (2006) defined
three different types of dashboards: a strategic dashboard, an analytic dashboard, and an operational dashboard.
It is important to define the type we want to build because the design should look different (Few, 2006), see
Table 2.1. Which type of dashboard we should choose is dependent on the purpose of the dashboard. A strategic
dashboard is used to focus on high-level performance measures, including forecasts to predict the path into the
future. An analytic dashboard mainly analyzes the root cause of problems by exploring relevant and timely
information from multiple perspectives and at various levels of detail (Eckerson, 2006). To do this, information
in analytical dashboards often demands more contexts, for example, comparisons, extensive history or subtler
performance indicators (Few, 2006). Lastly, operational dashboards monitor a situation and alert the user when
certain values dive under the set norm. Therefore, these dashboards should be designed with a dynamic and
immediate nature. An analytic dashboard fits best for this research because the action problem is: How can
Company X increase their EMVI score. With an analytic dashboard, we can find the root cause of possible
problems by analyzing information at various levels of detail.
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Table 2.1 Types of Dashboards (Few, 2006)

Strategic dashboard Analytic dashboard Operational dashboard
Display Simple Sophisticated Simple
Update frequency Static snapshots Static snapshots Real-time
Interactivity No Yes Yes
Goal Long-term strategic Discover cause-effect Grab your attention when
direction relationships an operation fails

223 COMPONENTS OF DASHBOARD

When designing a dashboard, it is important to know which components a dashboard consists of. This allows us
to gain an understanding of how our dashboard should be constructed. In this section, we will address the three
layers of information and the components and their definition.

First, the three layers/views of information. According to Eckerson (2006), a dashboard is built up in three layers,
a top-, middle- and bottom layer. From top to bottom, the layers display more detailed information. This allows
users to navigate through the dashboard by a drill-down path. An example would be to click on a graphic in the
top layer to access the data displayed in a table in the middle layer. Then when you click on the table, you are
directed to the raw data in the bottom layer. An overview of these layers can be found in Figure 2.9. These three
layers of information are helpful to provide context and let the user analyze the data at various levels.

Summarized Graphical View

=
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=3 Display: Graphical indicators, numbers. text
Technology: Dashboards, scorecards, portals
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= Display: Interactive charts and tables

Technology: OLAP, interactive reports
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Detailed R: ing View

Purpose: Examine details before taking action
Display: Table or report in separate window
Technology: Operational reports. data warehouse queries

Bottom
Layer

Figure 2.9 Layers of information (Eckerson, 2006)

A dashboard consists of 6 different components: data, technology, user, organization, features, and graphs and
metrics (Cahyadi & Prananto, 2015). All these components are displayed in viewlets on the top layer of the
dashboard. Viewlets are rectangular widgets that display media. In Table 2.2, the different Dashboard
components and their design elements are listed. We will discuss the components data, metrics, and types of
media displays separately.
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Table 2.2 Components of dashboards (Cahyadi et al., 2015)

Dashboard component Design elements
Data Data warehouse, database systems and data quality
The technology used for the dashboard Platform, system architecture, software and

information systems

Name of user Characteristics
Name of organization User roles, culture, requirements
Features Functionality, drill-down, and slice-dice features
Media displays and metrics User interface and metrics selection
METRICS

Metrics track and provide data on the organization’s standard business processes. The most common metrics
used in dashboards are Key Performance Indicators (KPIs) these metrics help the user to reach a goal by helping
to define the strategy and a clear focus. There are two types of KPIs namely leading indicators and lagging
indicators (Eckerson, 2006). Leading indicators predict the future and lagging indicators show information based
on the past. Another characteristic of KPIs is that they need to be actionable, which means that if the KPI goes
down, the user should know what corrective measures to take to improve the performance. There is no purpose
in measuring performance if users cannot change the outcome. How to identify KPIs can be read in Section 2.3.
Limit the number of KPIs by sparing only those that are essential. When KPIs are derived, the feasibility of
suggested KPIs is evaluated by determining whether they can be measured with the data that is available
(Lempinen, 2012). When the data is not available, the set of KPIs should be adjusted. However, a researcher
might also want to initiate new procedures, so that lacking information can still be captured. This can involve
activities, such as setting up a regular customer or employee survey (Lempinen, 2012). In our research, we could
do this by asking more specific questions at the external evaluation with the client.

DATA

The component “data” is all about where and how to capture data. First, we need a supporting infrastructure
that stores the data. The supporting infrastructure can vary from very simplistic manual methods of recording
data to sophisticated information systems depending on how complex the available data is (Lempinen, 2012).
Among the types of dashboards, mainly analytical dashboards rely on good data integration and data
warehousing (Eckerson, 2006).

Then, the data in the dashboard. Often the required data is a set of KPIs and the data to measure them. When
we measure KPIs, we should be able to motivate the connection between the data used to measure the KPI and
the KPI itself (Heerkens et al., 2021). Besides this, we also need other information to design an effective
dashboard. We need to supply enough context for the KPIs to be able to interpret them and act accordingly (Few,
2006).

Next, the data types in dashboards. According to Few (2006), quantitative data is most commonly used in
dashboards and the data is typically displayed as variation in timing, enrichment through comparison or
enrichment through evaluation. Variation in timing measures and monitors what happens over a time period.
Enrichment through comparison compares two values to gain insight into your performance. Lastly, enrichment
through evaluation measures whether a performance is good or bad. If we use data in graphs, make sure to
encode the quantitative values accurately. For example, in Figure 2.10, people could falsely assume the revenue
is three times the costs because the designer did not start the scale at 0.

25



Revenue and Costs by Month

Figure 2.10 Example of incorrectly encoded quantitative values (Few, 2006)

Lastly, the data quality. It is crucial to ensure completeness and data quality (Cahyadi & Prananto, 2015;
Lempinen, 2012). When data is in poor condition, the user needs to clean it up and prepare it. There are some
guidelines regarding data quality. These guidelines will certify that maximum data quality standards are achieved
(Cooper & Schindler, 2003). To avoid dirty data, our dataset should possess the following characteristics:
correctness, completeness, accuracy, consistency, uniformity (Cuesta, 2013). To achieve these characteristics,
the researcher needs to screen the data for missing values, outliers, types of distribution and clean data where
necessary via transformation and exclusion. Next to that, the researcher needs to investigate how data has been
generated and ensure that data is in standard format (Lempinen, 2012). The completeness of data refers back to
Section ‘Metrics’, where it is stated that the KPIs should be measurable with the available data.

MEDIA DISPLAYS

A dashboard is a combination of text and graphics, but with a focus on graphics. Therefore, there are a lot of
different types of media displays. They are divided into six categories: graphs, images, icons, drawing objects,
text, organizers. Few (2006) elaborated on each category. In Appendix C, a list can be found. Later on, that
information will be used to decide on media displays. Choosing inappropriate display media is one of the most
common design mistakes made. The developer should choose according to two fundamental principles: it must
be the best way to display a particular type of information and it must be able to serve its purpose even when
sized to fit into a small place (Few, 2006). Also, designing them well is very important for communicating clearly
and effectively. More on the design in Section 2.2.4

2.24  DESIGN OF DASHBOARD

As mentioned in Section 2.2.1, the goal of a dashboard is to enable the users to visually identify trends, patterns,
anomalies, and reason about what they see. Designing dashboards well is essential for communicating this clearly
and effectively. To ensure that the user uses the dashboard to its fullest potential, it should be exceptionally well
organized. We can do this by following the upcoming guidelines regarding arranging the data, the amount of
media displays, the reduction of non-data pixels and the use of colour.

First, the KPIs should be fragmented in one screen. So, you can see important relationships among them (Cahyadi
& Prananto, 2015). The data displayed on this screen shouldn’t be detailed since this will only slow the viewer
down. For arranging the media displays, the most important data should be prominent in the upper left corner
and the least important in the lower-right corner. Also, it is wise to support meaningful comparisons by placing
them in the same graph or placing them next to each other (Few, 2006). Also, discourage meaningless
comparisons.

Second, for media displays, the research of Treude & Storey (2010) found that 77% of the researched dashboards
have between five and ten media displays. This is in line with Eckerson (2006), who indicates that seven media
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displays are the best choice depending on the use. These are no strict guidelines because it depends on the use
but we will keep it in mind.

Third, Few (2006) argues reducing non-data pixels is a must to achieve an efficient dashboard. Non-data pixels
are pixels that do not represent data. So, for example, the gridlines in a graph or the extra space 3D graphs take
in. When these non-data pixels are needed, then you should de-emphasize them. The goal is to let the user focus
on the important aspects.

Fourth, the use of colour is important since it can positive- or negatively influence the clarity of the dashboard.
Differences in the colour of objects should always be meaningful otherwise, it is not very clear. Colour should be
used to (de)emphasize objects of the dashboard. For example, to (de)emphasize important KPIs, meaningful
comparisons, or to indicate the performance (red, orange, green). Also, try to avoid excessive use of colour. Pick
one or two colours and use darker or lighter shades to (de)emphasize objects (Few, 2006).

2,25 TAKE AWAY: DESIGN OF DASHBOARD

A dashboard is a visual display of the most important information about a company. It measures the performance
with the help of a set of KPIs that is customized to the company. When determining KPIs, we make sure that data
is available to measure them. There are three types of dashboards: a strategic-, analytical- and operational
dashboard. Each type has its own design characteristics. Since, in this research, the focus will be on an analytical
dashboard, we need to design it with an interactive-, sophisticated display, using statistic snapshots of
information. The dashboard will consist of three layers of information; a top-, middle- and bottom layer, through
which the user can navigate with the help of a drill-down path. The dashboard will include a data warehouse, in
which the data can be stored. This data will be assessed on completeness and quality. Media displays will visualize
the data. We need to make sure to pick the right display for the information. Designing can be done by following
the guidelines regarding arranging the data, the amount of media displays, the reduction of non-data pixels, and
colour. When we acted on all the information, we created a dashboard that communicates the right information
clearly and effectively.
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2.3 LITERATURE REVIEW ON KPI IDENTIFICATION

In this section, we want to learn which approach to use when identifying KPIs with the help of a literature review.
This literature review aims to create an overview of different approaches used to identify KPls. We will do this
by examining examples in the literature. When this overview is created we can make a decision on which
methods we adopt in this research. This section starts with our search strategy, following by the study selection.
The research design for the systematic literature review is based on (Kitchenham, 2004). Lastly, an integrated
piece of text will be presented.

2.3.1 SEARCH STRATEGY

Before starting the search, we determine search terms by writing down synonyms and boarder terms for each
key concept. The key concepts of our search are approach, identify and KPlIs. These search terms can be found in
Table 2.3

Table 2.3 Search terms

Key concepts Synonyms Narrower Broader

Approach X Method, methodology Framework

KPI Key Performance Indicator, KPIs, X “Performance, indicator”,
KPls, measurement,

“performance indicator”,
Identify Determine, establish Point out Select, assessment

The final search is documented in Table 2.4. Scopus is used as a database because it has peer-reviewed articles,
focuses on multiple subjects, and owns many sources. We start with a search query that includes almost all the
search terms. However, this yielded a lot of articles and not all relevant. During the process, we adapted the
query to achieve the best result.

Table 2.4 Final search

Search query Database Hits Comments/relevance
(approach OR method) Scopus 379 Sources are all about KPls. Especially the sources
AND identify AND KPIs where they need to identify KPIs are relevant

2.3.2 STUDY SELECTION

In- and exclusion criteria are used by researchers to select sources after the search. In this research, we exclude
sources when they address existing KPIs for certain areas. For example, maintenance or operations. We are not
interested in those KPIs, we are interested in how to develop your own set of KPIs. Also, studies about the
selection or assessment of already known KPls are not relevant because we do not have KPIs already. Since many
articles identify KPIs, only the 12 most relevant to this study are selected. In Table 2.5, the study selection can be
found.
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Table 2.5 Selection process

Total #of hits 379
Removing duplicates -0
Selecting based on the title -119
Selecting based on abstract -213
Removed after complete reading -35
Total selected of review 12
Books 1
Articles 11

2.3.3 INTEGRATED REVIEW

Identifying the right KPIs is of great importance when you want to design a successful dashboard(Eckerson, 2010;
Sultan et al., 2017). But at the same time, it is also one of the major challenges when designing a performance
measurement system (Carlucci, 2010). Therefore, it is crucial to select the right approach. In this literature
review, we looked at 12 different papers and their approach. In these papers, we identified five methods that
could be used when determining our approach. They are all shortly discussed, and an overview is provided in
Table 2.6. The conclusion includes determining our strategy based on the approaches found in the literature, our
expertise, the available data, and the project's nature.

The first, most used method, is interviewing experts and/or stakeholders. This makes sense because every
performance measurement system should be customized to the client (Few, 2006). When conducting the
interviews, the goal is to identify the relevant objectives and goals (Eckerson, 2010; Lien et al., 2019). When these
goals are clear, the KPIs can be identified with help of the experts and/or stakeholders. This method can be used
alone (Eckerson, 2010; von Geibler et al., 2006), in combination with a literature review(Amrina et al., 2019;
Chang et al., 2011; Coppola et al., 2014; Dwivedi & Madaan, 2020; Lien et al., 2019) or in combination with a
study of two case companies(Onyemeh et al., 2016). When you use more methods in your approach, it is essential
to verify the final list of KPIs with the company experts before continuing with the development of the
architecture (Chang et al., 2011).

As mentioned, a literature review is often combined with interviews. So the second method is a literature review
to identify already known KPIs for your area. When there is literature available to help you identify KPIs for your
area, you can be more sure you included all relevant KPIs. Besides the combination with interviews, the literature
review is also used as the only method by Rgdseth et al. (2015). Chang et al. (2011) also included an industry
analysis in the literature review.

The third method we identified is the use of data mining techniques. This method is meant to automate the
identification of KPIs using the historical data of the company (Sultan et al., 2017; Tardio & Peral, 2015). This
approach sounds promising. However, when applying this method, the quality and availability of data need to be
considered. Next to that, the importance of engaging the stakeholders should not be lost out of sight.

Fourth, Corsini et al. (2016) constructed new KPIs using multivariate statistical analysis. This method can evaluate
the maximum correlation between the dataset and the objective. However, as with data mining, the quality and
availability of an extensive dataset should be taken into account.

Lastly, Onyemeh et al. (2016) used a two-company case study besides the interviews with experts. This was done
to get more detailed information. However, they mentioned it was challenging to get companies to agree with
this.
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Table 2.6 shows the overview of KPIs identification approaches. The numbers represent in which order the
methods were applied. For example, Lien et al. (2019) first did an interview, then a literature search and lastly,
an interview again. As can be seen, the method “interview with the experts and/or stakeholders” is used most
often with eight times. When we look at the whole approach, the combination of an interview with a literature
review is used most often, five times. Using this approach, 5 out of 5 authors ended by having contact with the
experts/stakeholders, regardless of whether it was just a verification or an interview.

Table 2.6 Overview of KPIs identification approaches

Interview Literature review Data mining Multivariate | Case-study

statistical
analysis

(Onyemeh et al., 2016) 1 2

(Corsini et al., 2016) 1

(von Geibler et al., 1

2006)

(Tardio & Peral, 2015) 1

(Lien et al., 2019) 1&3 2

(Dwivedi & Madaan, 2 1

2020)

(Amrina et al., 2019) 2 1

(Sultan et al., 2017) 1

(Rgdseth et al., 2015) 1

(Chang et al., 2011) 1&3 2

(Coppola et al., 2014) 2 1

(Eckerson, 2010) 1

2.3.4  TAKE AWAY: KPI IDENTIFICATION

After the knowledge we gained by the literature review we can conclude which approach we use in this research.
We will start by eliminating the methods that do not fit our research by looking at the factors: our expertise, the
availability of data, and our project's nature. First data mining, this method requires a great amount of data and
specific expertise. When looking at the data available, my experience and the limited timeframe of this research
this method is not preferred. The method multivariate statistical analysis is also not preferred because our data
is very diverse and not enough to base our KPIs on. A case study would be a suitable method because it is making
use of already existing knowledge. However, the problem with this method is that the earth-, road- and hydraulic
engineering sector is very competitive, so a competitor would not allow us to receive inside information. Then
the only methods left are the methods literature review and interview with experts/stakeholders. Since the most
common approach is to use both methods, we will also do that. A brainstorm with ten employees from Company
X is done to talk about which factors influence the EMVI score. After that, we will conduct a literature review to
find important factors. Lastly, we will determine the final list of KPls and discuss it with four stakeholders within
Company X.
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2.4 FACTORS INFLUENCING THE EMVI SCORE

In this section, we aim to gain more knowledge on what factors are related to a successful outcome of an EMVI
plan. When knowing these factors, they can be used to measure the performance of the EMVI plans. First, in
Section 2.4.1, we will conduct a literature review to identify factors and later in Section 2.4.2, we will verify this
result with the brainstorm held earlier.

241 LITERATURE SEARCH

First, we documented the search process and afterwards the result is presented and evaluated. The research
question we used for the literature search is adapted to the international equivalent of EMVI which is the ‘most
economically advantageous tender (MEAT)’. The question the literature review should be answering is: ‘Which
factors influence a successful outcome of a MEAT tender?’. The research design of the literature review is based
on (Kitchenham, 2004). First, we explain the search strategy and source selection and then we present the result
of the literature review in a integrated piece of text.

SEARCH STRATEGY

Key concepts of this search are factors, successful and most economically advantageous tender. These
concepts will form the basis for each search query. However, to make sure every relevant article is included,
Table 2.7 shows the search terms with synonyms, broader- and narrower terms.

Table 2.7 Search terms

Key concepts Synonyms Narrower Broader

Factors Aspect, Indicator, cause Element, influence
Successful Outstanding Winning Advantageous, positive
Most economically Quality plan, award Tender bid, EMVI plan, best value tender,
advantageous tender criteria, economically EMVI score evaluation criteria

most advantageous

tender, EMAT
We will use the key concepts, their synonyms, and their narrower terms for the starting search query. The
broader terms can be used when too few results are retrieved. For this search, we will search three databases:
ScienceDirect, Scopus and Civil Engineering Database. These databases are selected because of their focus and
scientifically proven sources. In Table 2.8, you can see the final search query and results for each database.
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Table 2.8 Final search

Search query Database Hits Comments

(“Quality plan” OR “award criteria” OR “Most Civil 124  Good results, even though a lot
economically advantageous tender” OR tender engineering of sources were about evaluation
bid OR EMVI plan OR “best value tender” OR database criteria for other purposes.
“evaluation criteria” OR EMVI score)

(“Quality plan” OR “award criteria” OR “Most Science 21 The maximum number of
economically advantageous tender” OR "tender Direct booleans is 8, so the search query
bid” OR “economically most advantageous is simplified

tender” OR EMAT) AND tender

(“Quality plan” OR “award criteria” OR Scopus 170
“selection criteria” OR “Most economically

advantageous tender” OR tender bid” OR EMVI

plan OR EMAT OR “economically most

advantageous tender”) AND tender

STUDY SELECTION

In- and exclusion criteria are used to select sources after the search. Sources are excluded when they are about
which criteria clients should choose because in our research the client has already chosen their criteria. Also,
sources about the prediction of contractor performance are not relevant. In Table 2.9 the selection process can
be seen.

Table 2.9 Selection process

Total #of hits 315
Removing duplicates -53
Selecting based on the title -132
Selecting based on abstract -99
Removed after complete reading -26
Added after screening references +1
Added for more depth on a topic (while writing) +5
Total selected of review 11
Books 0
Articles 6
Web page 5

INTEGRATED REVIEW

To give a clear overview of the factors found in the literature, they are listed and elaborated below. In Table 2.10
a summarized overview of all the factors is presented. Afterwards in the discussion, we will evaluate if the
information found in the literature is sufficient to continue the research.

Innovation

Writing new innovative ideas in the EMVI plan will show that you are flexible and demonstrate that you can deal
with fast-changing situations and rules (Zemaitis, 2020).
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Added value

Added value is a factor that is closely related to innovation and differentiation. When scoring high on these values
you will bring a lot of added value. The goal is not to just write a plan where you explain what you are doing but
to write a plan that convinces the client that you can offer something that other bidders cannot (Nelson, n.d.).
Adding value is about offering more value for money NOT being cheaper, for example, you may be able to add a
service to your bid that costs you little or nothing but saves your customer money (Zemaitis, 2020). In the end,
most clients will give their grade depending on how much added value you provided per selection criteria.

Differentiation

Differentiation is about presenting your unique selling points in a way that differentiates you from the rest
(Zemaitis, 2020). Make sure the unique selling points stand out (Succes Plan, n.d.).

Social value

For public sector tenders, you now often need to demonstrate social value too. This concerns the economic,
social and environmental well-being of the “relevant area” (Zemaitis, 2020). For this factor, it is important to
think about what gives the client a headache and provide fitting solutions (House of Tenders, 2018).

Experience of company

Research shows that clients value the company's experience as an important factor (Hatush & Skitmore, 1997a,
1997b; Jennings & Holt, 2010; Watt et al., 2010). It gives them a level of certainty that the contractor is able to
execute the project.

Experience of working with the contractor

Some research determines the client relationship as an important factor when choosing a contractor (Hatush &
Skitmore, 1997a; Jennings & Holt, 2010; Watt et al., 2010)(Watt et al., 2010). Positive earlier collaborations can
influence the confidence a client has in the contractor.

Past Project Performance

Past project performance is determined to be an important factor (Hatush & Skitmore, 1997b). Nowadays clients
do not just want to read about past performance, but they want to see proof. In EMVI plans you can show proof
of past performance by using verifiable performance indicators (VPI’s).

Reputation

In the literature, reputation is valued as an important factor (Jennings & Holt, 2010; Watt et al., 2010). If
someone’s reputation is good clients have more confidence in your performance.

SMART formulation

When searching the Dutch literature SMART writing is mentioned as an important factor for the success of an
EMVI plan (Booij, 2013; House of Tenders, 2018; Succes Plan, n.d.). SMART stands for Specific, Measurable,
Acceptable, Realistic and Time-bound. When writing SMART you give the client insight into the plan while
explaining all necessary details. The research from Booij (2013) says that the part measurable usually requires
the most improvement.

Outsourcing the writing of the EMVI plan

Nelson (n.d.) points out that sometimes it is wise to outsource the writing. They can help you with writing a clear
and attractive plan. Next to that, they can also help you with being creative and stand-out.

DISCUSSION

In the disscussion, we will evaluate the completeness of the literature review, how this subject was represented
in the literature and lastly if we gained enough information to consider this sub-question answered. First the
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completeness of the literature review. This is about whether we found the most important articles concerning
our subject. Since we executed a systematic literature review according to the steps presented by Kitchenham
(2004). | think we can consider our search complete. Also, the search terms that we used were very accurate
because the articles we found were almost always about the MEAT tenders and how the evaluation of quality
is/should be done. However, when continuing to the second question: how was this subject represented in the
literature, we found that the information was often not applicable to our subject or the Dutch construction
industry. In the literature about MEAT tenders, there could be established three main streams of research. First
the framework for evaluating the quality of a contractor. This is not useful for our knowledge question because
the framework is known and chosen by the client. We want to know how the contractor can deal with this
framework. The second stream is about which selection criteria the client should adopt. This research is
interesting for the client but not for the contractor. The selection criteria are set so we want to know how
contractors can deal best with these criteria to hand in a winning bid. The last stream is about how the client can
predict the performance of the contractor. As with the second stream, this information is useful for the client
but not particularly for the contractor. Then some papers did evaluate which factors were deemed important by
clients but these papers were not completely applicable to the Dutch tenders since those papers included factors
as social value or sustainability. However, in the Netherlands, the clients chose the award criteria so those factors
are predetermined. Overall, we can conclude that material is scarce about how contractors can deal with bidding
on MEAT tenders. As a result, there was not enough relevant information to be found in the literature and
therefore we turned to non-scientific sources such as websites. With all this information the sub-question is
answered. However, there can be questioned how reliable and complete this answer is. However, when
considering that the interviews and brainstorm sessions can complement and verify the information found in
the literature, we can say that the literature review can be used.

24.2 COMPARISON EMPLOYEE INPUT AND LITERATURE

First, we compare the factors found in the literature with the results of the brainstorming meeting to get a
complete overview. In Table 2.10 all the factors are listed and we created a summarized overview. For each factor
we noted how many times it appeared in the 10 sources and if it was deemed important by the employees during
the brainstorm meeting. With a +, +- and —we indicated if the factors are mentioned in the brainstorm. +- means
that the subject is discussed but the factor is not literally mentioned. Next to that, we placed some comments d
for context. After this comparison, we talked with 4 employees to determine the final list of factors. The factor
‘Outsourcing writing of EMVI plan’ changed to ‘Tender process and ‘Understanding of client’s wishes’ is added.
The final list can be found in Table 3.1

Table 2.10 Summarized overview of factors

Factor # of occurrence in Brainstorm Comment
Literature

Innovation 1 -

Added value 2 +

Differentiation 2 +

Social value 2 - Is usually an evaluation criterion set by
the client

Experience of contractor 4 -+

Experience of the client with = 3 +

a contractor

Past Project Performance 2 +

Reputation 2 -+ Mentioned during talks but not in the

brainstorm meeting
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SMART formulation 3 +

Outsourcing writing of EMVI | 1 -+ Employees emphasize the importance of
plan writing style

243 TAKE AWAY: FACTORS INFLUENCING THE EMVI SCORE

In this chapter, we conducted a literature review to find factors that influence the EMVI score positively. In
total a list of 10 factors is found and compared with the brainstorm results. The final list of factors is:

e  Experience of client with contractor
e Added value

e  SMART formulation

e Understanding of client’s wishes
e Past project performance

e Tender process

e  Experience of contractor

e Reputation

e Differentiation

e Social value

e Innovation

35



3 KPI SELECTION, MEASUREMENT, AND VISUALISATION

After we determined the factors that influence the successful outcome of an EMVI, we can select the factors
that will be KPIs in the dashboard. In this Chapter, we will find an answer to which KPIs should be selected for
the dashboard and how to measure and visualize them. We do this by conducting semi-structured interviews
with 4 employees who are experts in this area. The purpose of the interviews is to customize the dashboard to
Company X its needs. The questions we asked were about: the relative importance, if any factors were missing
or not useful as KPI, and how to measure the KPIs. Furthermore, we added KPIs to measure the progress. Lastly,
we elaborated on the design of the dashboard, including visualization of the KPIs.

3.1 SELECTION OF FACTORS FOR THE DASHBOARD

In Section 2.4, a list with 11 factors was derived by us. However, the design guidelines set up in Section 2.2 state
that the dashboard ideally monitors 7 KPIs. Also, the KPIs should be measurable and actionable. Therefore there
is made a selection from the list of factors. In Sub-section 3.1.1, the selection is made based on the relative
importance assigned by four employees. Next, in Sub-section 3.1.2, the KPIs that monitor the progress are
explained and a final list is presented.

3.1.1 SELECTION OF FACTORS BY IMPORTANCE

To determine the importance we used the fixed-sum question format. Employees were asked to divide 50 points
among the factors so that the average could be taken. When assigning weights, the respondents needed to keep
in mind that the final KPI needs to be actionable, which means that if the KPI goes down, you should know what
corrective measures to take to improve the performance (Section 2.2). There is no purpose in measuring
performance if users cannot change the outcome. In Table 3.1, the results can be found. Considering the average
importance score and the interviews, the factors with a red marked average score are not chosen. We will shortly
elaborate on why.

For the experience of contractor usually the client knows that the contractors who submit a plan are able to do
the job. When it is a bigger tender, there is a pre-qualification based on the technical experience of the
contractor. So, the experience of the contractor is often a prerequisite instead of added value. Furthermore, is
this factor also a bit represented by past project performance. Therefore, the conclusion is to exclude this factor
from the list. Next, the reputation of the contractor. Even though this is an essential factor in winning the tender,
it is tough to measure. Clients will not give you an honest answer to this question, and employees cannot
objectively grade this, so further research is required to answer this question and come to a recommendation.
Also, the factor differentiation is excluded. This factor mainly scored so low on importance because it is very
closely related to the added value. When your plan is positively different from the rest, you provide more added
value. Social value and innovation are both ranked low because they are criteria the client chooses and therefore
do not occur in every EMVI plan.

Table 3.1 Relative importance of factors determined by letting employees divide 50 points over the factors

Factor Employeel Employee2 @ Employee3 @ Employee 4 Average
Experience of client with 7 15 9 8 9.75
contractor

Added value 10 10 9 9 9.5
SMART formulation 5 10 9 7 7.75
Understanding of client’s 10 0 N/A 9 6.33
wishes

Past project performance 5 5 9 6 6.25
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Tender process 10 7 5 3 6.25
Experience of contractor 3 0 9 3 3.75*
Reputation 0 0 0 6 1.5*
Differentiation 0 3 0 0 0.75*
Social value 0 0 0 0 o*
Innovation 0 0 0 0 o*

*The factors with red marked averages are not included in the final list of factors included in the dashboard

3.1.2 MONITORING THE PROGRESS

Besides monitoring the factors that have a positive influence on the EMVI score it is also useful to monitor the
progress to see if actions improved the scores. Next to that, the goal should be visualized to see to which extend
it was reached. The progress is measured by presenting both the place on the tender and the place on the EMVI
score over the past years. The goal of Company X is to win 50% of the tenders in 2021/2022. This will also be
measured by presenting the percentage of tenders they have won in the current year. The final list of factors is:

e  Experience of client with contractor
e Added value

e  SMART formulation

e Understanding of client’s wishes

e  Past project performance

e Tender process

e  Monitor progress

e Goal

3.2 MEASURING OF FACTORS

To monitor the factors they need to be measured with available data and KPIs. In Section 3.2.1, we discuss the
way the data is stored and the quality of the data. Then Section 3.2.2 discusses how the factors are measured
by KPIs.

3.2.1 GATHERED DATA

As mentioned in Section 2.2, data gathering is all about how and where to capture data. First, we need a
supporting infrastructure that stores the data is and second the data needs to be of good quality. We will store
the data in an Excel file because the dashboard will also be created in Excel more on this choice in Section 3.3.
The quality of the data is important for valid results. We screened for missing values to achieve high-quality data,
but most missing values were scores on the criteria. These tenders are still included in the data set since the
missing data does not change the results. Next to that, we also determined outliers. They occur when one client
gives a low or high score in comparison to the rest. These outliers cannot be removed because they are helpful
when identifying strengths and weaknesses. Also, removing them would make the results incomplete. Since we
are not executing statistical tests we do not need to check for the types of distribution. Lastly, a check is done on
how the data is generated. Since Company X generates the data and since the data does not involve results of
an interview or observation but results of a tender, there are no threats to the data quality.
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3.2.2 MEASURES

For each factor we determine KPI(s) that measure the factor. The KPI is measured with the available data. In case
the data does not provide a proper measurement, we can choose to create new data by asking questions at the
internal and external evaluation. The data used to measure the KPIs and how the KPIs will be displayed is
explained (Section 2.2). All KPIs are lagging because we want to draw conclusions from data in the past and
monitor if the actions taken will increase the scores over time. When making the KPIs measurable, we need to
consider that the client is often subjective and that therefore some measures are only a rough estimation. At the
KPIs in question, we provided some comments.

Experience of client with contractor

The first KPl we use to operationalize this factor is the number of times Company X already did a tender for a

client. This impression is used to see whether they can use data from previous tenders when working on a new
tender. Furthermore, it is relevant to know which experience the client had with Company X, therefore the
second KPI is the average score on tenders per client measured by displaying the average percentage Company

X gained of the maximum score, per client. Employees can use this to roughly see with which client Company X
has the highest chance to win. This data will be displayed by enrichment through evaluation.

Added value

We will measure this factor by the KPI: added value scored per criterium. For this KPI the grades per criteria can

be used. Since the grading is different per client the scores will be expressed in percentages. The results are used
to assess whether a criterion scores good or bad. This indication can be used by employees to determine which
criterium needs improvement. This data will be displayed by enrichment through evaluation. When we draw
conclusions from this data, we need to consider that the scores given on criteria are often subjective judgments.
Therefore, it is important to dive deeper into the results to see whether a criterion is worth improving before
putting a lot of effort into it.

SMART formulation

We measure the factor “SMART formulation” by monitoring 4 KPls: score on writing SMART, score on writing

specific, score on measurable measures and score on if the measures were realistic. Unfortunately, there is no

guantitative data available to monitor this KPI. Clients do write comments about this in the evaluation, soitis a
point that is considered important. Therefore, we will measure these KPIs by asking specific questions to the
client at the external evaluation. One question will be asked in general and some specific about each theme. The
questions are presented below. For the answer, we ask them to give a grade between 1 and 10.

To which extend is the EMVI plan writing according to the SMART principle?
To which extend were the measures fitting(specific) to the tender?
To what extend were the measures measurable?

s wnN e

To which extend were the measures realistic and did you believe we could live up to them?
Understanding of client’s wishes

Measuring this factor is rather difficult since the client’s wishes are very subjective. This wish can change per
client and even per tender. However, it is still deemed an important factor and therefore this KPI will provide an
overview on the performance over a period of time. We measure this factor by giving a quarterly overview of

the percentage of the maximum EMVI score gained by Company X. When you understood the client’s wish very

well, they will grade your plan as a lot of added value. Understanding the client’s wish can be done by looking
back at previous tenders and by having a good client relationship. This KPI will be displayed as a variation in
timing.

38



Past project performance

Past project performance is not about knowing how Company X performed but more about showing the client
that the method you propose worked in the past at a similar project. To do this, contractors use verifiable
performance indicators (VPIs). For creating VPIs, Company X has an information system in place so the KPIs are
not about providing VPIs but about testing how they are used. The two KPIs used to monitor the past project
performance are: use of VPIs and good use of VPIs. Since there is no data available this KPI is measured by asking

the client questions at the external evaluation:

1. To which extend were the VPIs fitting?
2. How do you feel about the use of the amount of VPI’s on a scale from 1 to 10? 5 = exactly good

Tender process

The process of writing the tender is also important, not only for a good outcome but also to understand the
outcome. Monitoring this factor can be used by the employees to control themselves when they slack off a bit
but also to see whether there is a relationship between a good process and a good score. When analyzing the
process of the tender we identified four important subjects as KPIs: tender strategy, tender team, planning, client

contact. At the internal evaluation, people should give a grade between 1-10 for each subject.
Monitor progress

The progress is monitored by displaying the variation over time. Per year the places on the tender are displayed.

Goal

The goal is to have the best plan in 50% of the tenders and for the other 50% the goal is to be 2™ or 3™, This will
be measured by keeping track of the places on the EMVI plan each year.

3.3 DASHBOARD DESIGN

In this section, the design choices are explained. The design choices are based on the information in Section 2.2.
First, in Section 3.3.1, we chose a media display for the KPIs, then in Section 3.3.2 we explain the place of the
KPIs on the dashboard. Next in Section 3.3.3 we looked at how we incorporated the design guidelines from
Section 2.2 in the dashboard. Furthermore, we elaborate on some features that are included in the dashboard
in Section 3.3.4. And lastly, in Section 3.3.5 some pictures of the finished dashboard. Note: all data in the pictures
is randomly generated and does not represent the status of Company X.

3.3.1  VISUALIZATION KPIS

As mentioned in Section 2.2 it is important to choose the right media display. A list of different types of media
display and for what they can be used can be found in Appendix C. In Table 3.2 on the next page, the list of KPIs
with their media display and explanation can be found.
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Table 3.2 Visualization of KPIs

Factor

Experience of
client with
contractor

Added value

SMART
formulation

Understanding of
client’s wish

Past project
performance

Tender process

Monitor progress

Goal

KPI

Amount of tenders
per client

Average EMVI score

per client

Score on added value

SMART general
Specific
Measurable

Realistic

Percentage gained of
the maximum EMVI

score

Amount of VPIs
Use of VPIs

Tender strategy
Tender team
Planning

Client contact

Place on tender

Place on EMVI plan

Media Display
Atable

A table with the criteria,
the percentage scored on
the criteria and the
number of times the
criteria is chosen by the
client

Bar graph

Line graph with trendline

Bar graph with indicator
Bar graph with indicator

Bar graph with indicator
Bar graph with indicator
Bar graph with indicator
Bar graph with indicator
Stacked bar chart

Stacked bar chart

Comments

Data becomes less clear when
using a bar chart. For the EMVI
score per client, the background
is made red-green according to
the score.

We want to see the combination
between how often a criterion is
used and the score. This could
also be done by a scatter plot;
however, you cannot filter the
results and also it is very hard to
see which dot is which criterium.
The table is programmed with
VBA.

1 question per bar

Each marker is a new quarter.
There is chosen for a line graph
because then we can display the
trend over the years.

A bar is shown from 0 to 10 and
then an indicator shows the
current state.

Display per question and an
average.

Because we want to compare
percentages of places (not the
same number of tenders per
year)

We want to compare
percentages of places on EMVI
plan (not the same number of
tenders per year) because the
goal is to become first 50% of the
time.

3.3.2  PLACES OF KPIS ON DASHBOARD

As mentioned in Section 2.2, the place of a KPI on a dashboard is very important. To summarize, the most
important KPIs should be in the left upper corner/middle and the least important KPIs in the right lower corner.
Also, KPIs that are related to each other are placed next to each other for easy comparison. In Figure 3.1, the
placement of the KPIs on the one screen dashboard can be found. The places are indicated and referred to by
the number 1 to 8.
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EMVI-performance
dashboard

LOGO

@ Monitoring of progress

Experience of client
with contractor

@ Understanding of client’s wishes

Past Project Performance

@ SMART formulation

Figure 3.1 Places of KPIs on the dashboard

On place one, we visualized the distribution of places on tenders. On place two, the distribution of places on the
EMVI plan per year. These two KPIs measure the progress and if the goal is reached yet. Therefore, they are very
important and placed in the left upper corner. For the other KPIs Table 3.1 is used to determine the importance.
Most important is the KPI “experience of client with contractor”, however it is not placed high because the
measurements are not totally representative. Therefore this KPl is now more helpful as context instead of a
performance measure. So we placed it on place four in the right corner. The following three important KPls:
Added value, SMART formulation and Understanding of client’s wishes are all placed on the left side/middle on
places 5, 6, and 7. We placed the KPI ‘Understanding of client’s wishes’ in de middle close to places 1 and 2
because they all measure the performance over a period of time. Placing them together enables employees to
quickly analyze what happened at a point in time across the three graphs. The two KPIs that scored lowest on
importance are: tender process and Past Project Performance, therefore they got a place on the right lower side.

3.3.3 DESIGN GUIDELINES

In this section we will shortly elaborate on the design guidelines stated in Section 2.2. To summarize, the
guidelines recommended having one screen with around seven displays, reducing non-data pixels and using
colour to emphasize relationships or data. Lastly, the colours you use must not be too much. When looking at
our design in Figure 3.2 Complete dashboard overview, we can say that we adhered to the guidelines by creating
a one-screen dashboard with eight media displays. Also, we kept the non-data pixels to a minimum by leaving
out unnecessary information and de-emphasizing the gridlines. In the dashboard, the colour scale green-yellow-
orange-red is used as an indicator for good or bad. This helps the employees see immediately if a score is bad or
good without diving into the details. For the background and details there is chosen for dark blue. This way, it
could be used in graphs, and it also makes the KPIs stand out.
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Figure 3.2 Complete dashboard overview
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3.3.4 FEATURES

To make the dashboard functional, we built three features with Visual Basic for Applications (VBA). This makes
the use of the dashboard easier. The features are discussed below.

First, a way to show a user guideline. When you click on button A (see Figure 3.2), a panel appears with an
explanation about the dashboard. See Figure 3.3. In this user guideline the purpose, the filters and the buttons
are explained. Also, some information is added about possible errors.

- @ . . | 4
— £ |

Microsoft Excel X

£l

In dit dashboard staan meerdere KPI's die gberuikt kunnen worden om
s de EMVI-score te monitoren en verbeteren. In de meeste tabellen kun je
-scored filteren door de knoppen boven aan de kolommen te gebruiken. Als je
nieuwe data wilt toevoegen kan je dit doen door op de knop ‘Nieuwe

data’ te drukken of naar de sheets Score EMVI-plan & Criteria te gaan. I
—— Wanneer je nieuwe data hebt toegevoegd klik je op de button refresh.
Als je een aanbeveling wilt voor verbeterpunten klik dan op de knop
aanbeveling. Let op: de standarden zijn gekozen toen dit dashboard is
gemaakt. (Als de achtergrond niet meer blauw is vul de cellen opnieuw
met blauw)

i

Iy

. |
2 3 P s s ; s B 10
recie ez
e -

Figure 3.3 Textbox with user guideline

Second, a way to enter new data. When the user presses button B a user form appears. The data that is retrieved
is stored in the correct table and format. A user can also add the data to the table manually but this makes the
use easier. In Figure 3.4, the user form can be seen.

a-indeling F Nieuwe data toevoegen X & Delen "
|
Tnfo aver plan Interme evaluatie
e Datum (dd-mm-{f) T Cijfer voor tenderstrategie
Opdrachtgever Qifer voor tenderteam
cvorm ‘ Gijfer voor planning
I - a.vorm ’7 Gilfer voor contact met klant
| || Locatiefwerk ’7 Links
. DL | eVIwergaamheden [T Link naar plan
EMVI-behaald — Uink naar interne evaluatie
Pacentage EMVI4
. EMVI-max Link naar gunningsbrief
\ #EMVI ’7 Link naar externe evaluatie
#plek
; Lo [ Exteme evaluatie
#insehijvingen /7 Gifer aantal VPT's
m Plan Giffer aansluiting VPI's
Aannemer I Cifer SMART gemiddeld
Advies bureau 0G ‘ Gifer SMART Specifiek
Kosten ’7 Gifer SMART Meetbaar
Cijfer SMART Realistisch

- Annuleren | Opsiann |
e —

Figure 3.4 User form to add new data

Last, button C to refresh the data. Some graphs and tables are updated as soon as employees add new data,
however for pivot tables, the VBA coded table and pivot graphs this is not done. Therefore, the user would have
to refresh every table to see changes in the dashboard. With the refresh button, a user can update all the tables
and graphs with only one click while staying on the same worksheet.
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33,5 THE DASHBOARD

In this section, we will dive a bit deeper into the dashboard and the meaning of the KPIs. With the help of some
snapshots, the KPIs and the results are listed and explained. Keep in mind that the data showed in the graphs is
random, so the results explained in the text do not correspond with the picture. Also, the dashboard is made in
Dutch, the translation is provided in the text.

LOGO | Siretomarcs |

Verdeling plek op tender per jaar Verdeling EMVI-score per jaar

2023 6

Score per criterium
Criteria v Percentage |+ Aantal

Duurzaamheid -

Communicatie

Bereikbaarheid

Py

Risico

Presentatie

EMVI-prestatiemeting

Orngevingsmanagement

Kansendosseir

ProjectKwaliteitsPlan

Planning&Ffasering

Samenwerking

P uitvoering -
Uitvoeringsduur . Hoe SMART zijn de plannen?
coz

10
Gebruik Sleutelfunctionaris

Kwaliteit

Bouwteamn

Ornrijdoverl ast

Benodigde werkruimte
Verzakking en verbreding
Kwaliteit gootconstructie
Schoonrmaak

Technische vakbekwaarnhei
Circulair

. W Gemiddeld B Specifiek B Meetbaar B Realistisch
Kostenbewaking

Figure 3.5 Overview dashboard part A

1. Monitoring of progress (“verdeling plek op tender per jaar”)
From this graph Company X can derive which percentage of the tenders they win. Also, they can see
how this percentage develops over time. Next to that, the numbers in the stacked bar charts represent
the number of tenders, indicating the total number of tenders done in a year. Currently, the percentage
of tenders they won is decreasing over time. Ideally, this percentage will increase again because of the
improvements Company X implemented. This graph can be filtered on years.

2. Goal (“Verdeling EMVI score per jaar”)
The goal is to get a first place on 50% of EMVI plans. In this graph this goal can be tracked and the
progress over the years can be seen. The years before the highest percentage won is 35%, so this graph
needs to show a significant improvement over the coming years. This can be done by improving the
EMVI plans with the dashboard or other information. This graph can be filtered on years.

5. Added value (“score per criterium”)
In this table, the criteria that the clients choose can be seen. Per criterium both the average percentage
of points scored and the number of times it occurred are mentioned. We recommend filtering the table
on occurrences from high to low. This way the most common criteria are at the top and you can then
scan through the scores. This table is very interesting for Company X to find improvement points. We
advise to start with researching the criteria with a green cell for occurrence and the lowest scores on

a4



percentage. This way Company X can maximize the impact of their improvements. In this case it would
be PvA, Kansendossier and Risico.

Understanding of client’s wishes (“Percentage EMVI score/max-score gehaald”)

In this graph Company X can see which percentage of the EMVI score they gained over the years.
Remarkable is that this graph doesn’t change much over time, this contradicts the graph that shows a
percentual decrease in first places. Does this mean that the competitors are getting better where
Company X is just staying at the same level? We cannot say that for sure since we did not include the
competitors' performances in this graph. When Company X would improve its EMVI score, this graph
should show an upwards trend in the coming years.

SMART formulation (“Hoe SMART zijn de EMVI plannen?”)
We do not have any data for this KPI yet, so we cannot draw any conclusions. When the first five new
tenders are added, Company X can get an indication of their performance.

Proces van plan schrijven Opdrachtgevers van Company X

Opdrachtgever | --|#tenders gem. emvi %
Opdrachtgever C [ ;
Opdrachtgever &
- Opdrachtgever H
Opdrachtgever B
Opdrachtgever |
Opdrachtgever G
Opdrachtgever D
Opdrachtgever J
Opdrachtgever F
Opdrachtgever E
Eindtotaal

Tenderteam Tenderstrategie

Planning

5
g
8

Gebruik VPI's

#VPI's

Precies goed

Aansluiting

Figure 3.6 Overview dashboard part B
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3. Tender process (“Proces van plan schrijven”)
We do not have any data for this KPI yet, so we cannot draw any conclusions. When the first five new
tenders are added, Company X can get an indication of their performance. The performance is visualized
by an indicator so that the user can easily see the performance.

4. Experience of client with Company X (“Opdrachtgevers van Company X”)
This table is mainly there for context when starting on a tender. When Company X needs to decide
whether they want to subscribe or not they can use this table to see how they scored in the past. Since
this was also a problem stated in Figure 1.4 Problem cluster, it also contributes to another problem.
When the user wants to know more about a client he can double click on the #tenders for that client. A
new sheet opens with all the tenders done for that client. This makes it easy to access information such
as which criteria they asked last time, what did Company X hand in and who was responsible.

8. Past Project Performance (“Gebruik VPI’s”)
We do not have any data for this KPI yet, so we cannot draw any conclusions. When the first five new
tenders are added, Company X can get an indication of their performance. The performance is visualized
by an indicator so that the user can easily see the performance.

3.4 TAKE AWAY: KPI SELECTION, MEASUREMENT, AND VISUALISATION

This chapter aims to have a completed dashboard in the end. The first step we took in this chapter is
determining the final list of factors that will be monitored in the dashboard. After the employees graded the
factors by importance and the ability to measure them a final list with the following factors is drawn up:
experience of client with contractor, added value, SMART formulation, understanding of client’s wishes, past
project performance and the tender process. Since the goal of the dashboard is to improve the EMVI plans we
also included two KPIs that measure the progress. The next step in this chapter was to make the factors
measurable by creating KPIs. Those KPIs are measured by data already available or by generating new data by
asking questions at the internal and external evaluation. Once we determined how to measure the factors we
determined how to visualize them. In the end we used two tables, two stacked bar graphs, 7 bar graphs and
one trendline graph. In the graphs and tables we used a colour scale green-orange-yellow-red to indicate the
performance. The place of the KPIs on the dashboard was determined by the importance of the factor. At the
end of Chapter 3 we have a completed dashboard.
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4 |IMPLEMENTATION

In this chapter we research how the dashboard should be implemented. The aim is to find a fitting model for
implementing a dashboard and guiding this technological change. Finding a fitting model is relevant since the
implementation is an important success factor in how well the dashboard will be used and if it will be used
(Kotter, 1995). This chapter will concern implementing the dashboard in the team and the company's procedures
instead of the technical details. This is because human potential is a factor that should play the key role in dealing
with technological changes (Ciri¢ & Rakovi¢, 2010). We used literature to gain knowledge on a fitting
implementation model and afterwards, the model is used as a guideline to write the implementation plan.

When implementing a technological change an organization will face a different set of challenges than when
working on the daily tasks (Leonard-Barton & Kraus, 1985). So when looking at a fitting model the challenges that
come with introducing technological change need to be considered. According to several authors a good change
management approach is the decisive factor of technological change because it addresses these challenges (Ciri¢
& Rakovi¢, 2010; Gerdsri et al., 2010; Shan Nakigudde & Nakigudde, 2019; Wipfli, 2014). When looking at a
change model, the 8-steps model of change of Kotter (1995) is often used in Information Technology projects
(Shan Nakigudde & Nakigudde, 2019). This model has proven to work in a similar environment because it is
successfully applied at an Orthopedic Surgical Practice Group where they wanted to digitalize the practices
(Auguste, 2013). This case is similar to implementing the dashboard because our goals are similar. We both want
employees to start updating and using the information in a digital platform. The eight steps of the 8-steps model
of change are: create urgency, form a coalition, create a vision, communicate the vision, empower to act on the
vision, create short-term wins, build on change and anchor the changes.

Another reason why the 8-step model of Kotter fits well is because it also addresses the human factor. They put
focus on one of the biggest challenges that is identified: the resistance of employees (Ciri¢ & Rakovi¢, 2010;
Leonard-Barton & Kraus, 1985; Wipfli, 2014). When employees do not support, understand or see the urgency
of the technological change they will not use it and the dashboard would soon become useless. To reduce the
resistance (Leonard-Barton & Kraus, 1985) propose to set up a project team to manage the technological change.
Also, the involvement of stakeholders during the development of the technological tool is an excellent way to
reduce resistance (Ciri¢ & Rakovi¢, 2010). Kotter (1995) addresses both the project team and the involvement of
employees, together with other factors such as creating a sense of urgency and clear communication. Other
authors also use the 8-step model of Kotter as a basis to create a new methodology for the implementation of
technological changes (Gerdsri et al., 2010).

So, the 8-steps model of change from (Kotter, 1995) is used as a guideline because the literature has given us
enough confidence that it works when implementing technological tools or systems. The eight steps are: create
urgency, form a coalition, create a vision, communicate the vision, empower to act on the vision, create short-
term wins, build on change and anchor the changes. Each step will be evaluated. Even though steps 1, 2 and 3
are already done at the point of writing, we can still evaluate if it was enough.

Step 1: Create a sense of urgency

To ensure your change will be accepted, people need to see the urgency of it. Therefore, it is essential to explain
why it is necessary to make the change (Kotter, 1995). In this case, the company did ask me if | could help them
make the change. Also, they already created a sense of urgency themselves by creating presentations about the
decreasing EMVI score. According to (Kotter, 2012) starting honest discussions is a good way to get people talking
and thinking. In the beginning, we hosted a brainstorming session with ten employees about which factors
influence the EMVI score. At the beginning of this session, the urgency was explained. In conclusion, there is
created enough sense of urgency.
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Step 2: Form a powerful coalition

When a sense of urgency is created, it is important to have people that visibly support and lead the change.
When selecting these key persons, think about the added value they bring to create a diverse coalition (Kotter,
2012). Since the change in this research has a lot of influence on the tender management and less influence on
other departments, all three employees from the tender department are in the change coalition. Next to that,
their manager and my company supervisor are in the coalition. These people are informed and asked for input
so that they support the project.

Step 3: Create a vision for change

Creating a vision for change helps people understand why you are asking them to do something. When the end
goal is clear, people are more inclined to help out (Kotter, 2012). In this research, the end goal is a dashboard
that helps to determine improvement points by putting feedback in the same format. The vision on how to
achieve this is explained in Sections 1.4 and 1.5.

Step 4: Communicate the vision

When communicating the vision, it is important to be open and clear to prevent resistance (Kotter, 1995). Since
the change is most important for the people in the coalition, they already hear a lot about the vision during talks
and interviews. However other people in the company should also hear about it. Therefore, when the dashboard
is done, we will present why and how to use it. Afterwards, the employees are asked to fill in a survey to evaluate
the dashboard. Next to that, we will offer to do a presentation at the end of the research. Even though Kotter
(2012) says one presentation is not enough to communicate the vision, in this research, it is because the people
that need to use it are already in the coalition.

Step 5: Remove obstacles

When following these steps, it is likely to run into obstacles. The most common obstacles are people resisting
the change or processes that are getting in the way. To ensure a smooth change these obstacles should be
removed. (Kotter & Schlesinger, 2008) discovered that resistance among employees is mainly caused by
misunderstandings or beliefs the change is not necessary. This obstacle can be dealt with by executing steps 1, 2
and 4. The second obstacle, processes that are getting in the way, can be removed by having a clear overview of
the process that needs to change and how it should change. In Figure 2.3, the current process of writing an EMVI
plan can be found, and in Figure 4.1 the new process after the implementation of the dashboard can be found.
The changes are marked in red. The information that is gathered in the dashboard is used when creating the
bronze and silver versions (see Section 2.1.2).
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Figure 4.1 Renewed process of writing an EMVI plan

Step 6: Create short-term wins

If the dashboard is created, the improvement points that can be derived are short-term wins these can be seen
in Section 6.4, recommendations. Also looking for information should take up less time.

Step 7: Build on the change

After the short-term wins of step 6, the company should keep in mind that quick wins are only the beginning of
achieving their goal. When they want to win 50% of the tenders, they need to keep looking for improvements
and implement those improvements(Kotter, 2012). Since | am leaving after my graduation and can not continue

improving, this message is communicated clearly to the team. We discuss what has been achieved and what still
needs to be addressed in the future.

Step 8: Anchor the changes in corporate culture

Finally, step 8. In this research, step 8 is about making sure the dashboard is used in every tender for the future.
There should be appointed one person responsible for checking the dashboard at every kick-off meeting to
ensure this. Next to that, this person should insert the results after the tender. One employee should be

responsible for tracking the progress in the dashboard. Dividing responsibilities is important since shared
responsibility often turns out to be no responsibility.

4.1 TAKE AWAY: IMPLEMENTATION

Having a good implementation plan is crucial for the adoption of a technological change in a company.
Therefore we did a literature review to determine a good plan. We end up finding that the 8-steps model of
change of Kotter is very suitable for implementing our dashboard. It has proven to work in scenarios where
researchers tried to implement an IT project. Also, the 8-step model of change is built to tackle the biggest
challenge that arises when dealing with technological change within an organization: resistance from
employees. Step 1 to 5, which consist of creating a sense of urgency, form a powerful coalition, create a vision
for change, communicate the vision and remove obstacles, are executed already and is reflected on in this
chapter. For steps 6 to 8, which consist of: create short term wins, build on the change and anchor changes in

corporate culture we wrote down a plan on how to achieve it. By following these plans Company X should be
able to successfully implement the dashboard.
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5 EVALUATION

In this chapter, we aim to find if the dashboard improves the situation and solved the problems the employees
experienced. We do this with reviews of the employees and by evaluating if the objectives are met. Besides
determining if the dashboard improved the situation we also validate the set of KPIs. The time for this research
is limited, so the dashboard is not in use when evaluating the dashboard. Therefore we introduced the dashboard
by a demonstration. To gather the opinions of the participants they are asked to fill in a survey after the
demonstration. The survey aims to find out if the objectives of implementing the dashboard are met by asking
the same questions as the first survey but this time the employees are asked to determine if the dashboard
makes the situation better or worse. Next to that, we talked with several employees about the dashboard and
wrote down a summary of these reviews.

5.1 REVIEW OF EMPLOYEES ABOUT THE DASHBOARD

During the review about the situation without the dashboard, several employees indicated that there was a
strong need for a place where all the feedback can be stored. The feedback was stored everywhere and was
difficult to find. This resulted in a bad overview of the feedback. Not having an overview resulted in difficulties
when determining improvement points. Also, the lack of a common format for evaluation moments caused
Company X to not get the right knowledge from the client. After the demonstration of the dashboard, we asked
the employees about the dashboard and why they think it is valuable.

Employee 1: “It is wonderful how the dashboard provides us with an overview of our performance. Next to that,
it is perfect that it is built into our already existing excel file, this way it does not take more time to document
the feedback. The dashboard will greatly help us with identifying improvement points for our EMVI-plans. Good
work.”

Employee 2: “The biggest advantage is that we now have an overview of our performance in the dashboard.
When something goes down we can act on that. What is also really helpful is that we can now see a summary of
all the plans we did for a client. Having all relevant information available in one excel file is really valuable”

Employee 3: “I think this dashboard will be a very useful tool for KWS. In the past, too little data was collected
and then stored everywhere and therefore it could no longer be found. Hats off”

Employee 4: “The dashboard provides a good indication of performance on EMVI plans. This enables us to know
which adjustments should be made for improvement. It is necessary to go into depth and the dashboard helps
us with this.”

Employee 5: “The analysis on all the different EMVI criteria is really interesting. We did not look at it this way
before and | can already see some trends in there. Knowing this allows us to work on the specific criteria and
improve the EMVI score.”

The reviews of the employees are very positive and proof that the biggest problem they experienced, the
feedback was stored everywhere and there is no overview, is solved. They are happy with the overview the
dashboard provides. Another complaint was that there was no common format for evaluation moments.
Creating this format is experienced as very positive because Company X can collect more data and measure the
performance on the EMVI plans. In the beginning, the employees were a bit sceptical about measuring the
performance of the EMVI plans because every plan is different. But it is delightful to see that they are most
enthusiastic about the insight the dashboard provides into the performance. During the demonstration, the
employees were positively surprised by what collecting and analysing this data can do for them. The employees
are confident that they can make improvements to the EMVI plans with help of this dashboard. The result of the
survey also backs up this statement because all employees think the dashboard improves the situation a lot.
(Figure 5.1).
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3 (30%)
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Worse Neutral Better

Figure 5.1 Results of question: “The dashboard makes the situation...”

5.2 EVALUATING THE OBJECTIVES OF THE DASHBOARD

At the beginning of this research 4 objectives were set up so we can measure if the dashboard improves the
situation. The objectives of implementing the dashboard are: to structure the feedback by introducing a common
format, reduce the number of files with feedback, analyze the feedback to derive improvement points for the
EMVI plan, and extend the time the feedback is taken into account. In the next paragraph, each objective is
elaborated on. First, we look back at the measure of the objective at the beginning and then we look at the
results of the objective with the dashboard.

5.2.1 FORMAT OF THE FEEDBACK

Before we introduced the dashboard, the feedback retrieved at evaluation moments was saved in different
formats: JPEG, mail and PDF , which makes it hard to make comparisons. We put all relevant quantitative
feedback into the dashboard but for the qualitative feedback it was a challenge because it is difficult to store
textual feedback in the excel file. With the new format for external and internal evaluation moments, this
problem is mostly solved because we introduced a set of KPIs and then measure them by asking questions during
these evaluation moments. So the most important information asked during the evaluation moments are
quantified and put in the dashboard. Therefore the textual files are not needed often anymore. The second point
in which the format is of the feedback differs is that the evaluation moments did not have a common format to
specifically measure the performance of the EMVI plans. This made it hard to determine improvement points
because Company X did not gather structured information about the performance. During this research we
researched the factors that positively influence the EMVI score. We used these factors later on to determine KPIs
that measure the performance of the EMVI plans. The KPIs and how they are measured form the format for the
evaluation moments. This objective went from not achieved to completely achieved by implementing the
dashboard.

5.2.2 NUMBER OF FILES WITH FEEDBACK

The problem was that the feedback is in all different files. For each evaluation moment, there was a different file
so when looking for improvement points or data the employees had to scan through several folders to find the
right information. This made that 69.6% of the employees experience it as hard to find the right feedback and
43% thinks that it takes too long. The dashboard solved the problem of a lot of different files because as
mentioned at the objective “format of the feedback” all information is now gathered in an excel file. So, the
employees only have to look at the dashboard for the most important information. Even when an employee
needs more background information on a certain type of work or criterium they can now look into the dashboard
which tender can provide information and then click on the feedback files added in the sheet for more
information. All in all these improvements should make it easier to find information. 89% percent of the
employees do think this is easier with the dashboard (Figure 5.2). Also, most people (80%) agree that the
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dashboard will shorten the time looking for feedback (Figure 5.3). Therefore we can conclude that this objective
improved a lot with the dashboard.

6 (66.7%)
4
2 2 (22.2%)
0 (0%) 1 (11.1%) 0 (0%)
0
Worse Neutral Better
Figure 5.2 It is hard to find the right information. The dashboard makes it ....
? 6 (60%)
4
2 2 (20%)
0 (0%) 1(10%) 1(10%)
0
Worse Neutral Better

Figure 5.3 When looking for feedback it takes long to find the right information. The dashboard makes it...

5.2.3 ABILITY TO DERIVE IMPROVEMENT POINTS

The goal of Company X is to improve their EMVI score but to be able to do that they need to know where to
improve. Deriving improvement points from several tenders was not hard according to the employees but
because the other objectives indicated that there was no overview over the feedback we assume these
improvement points were not made over several tenders. We think the employees did not know the possibilities
and this influenced their scores. In Figure 5.4 it can be seen that 100% of the employees do think the dashboard
makes determining improvement points over several tenders easier. It is nice to see that the dashboard positively
surprised them. In the beginning, this objective was graded best so the employees thought determining
improvement points was not that hard but after we have shown the dashboard and how it can monitor the
performance they think the dashboard improved this objective the most. The dashboard helps to determine
improvement points because we created a set of KPls and made them measurable. Therefore, Company X is able
to derive improvement points by looking at the KPIs. To check the validity of the dashboard we asked the
employees to indicate whether they think the set of KPIs is giving good insight into the performance. In Figure
5.5 can be seen that 90% of the people agree with this statement. From the results, we can conclude that this
objective makes the situation a lot better and that the KPIs that monitor the performance are valid.
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Figure 5.4 It is hard to determine improvement points when looking at several tenders. The dashboard makes it...

0 (0%) 0 (0%)
0 1 [ 1

Worse Neutral Better

Figure 5.5 The set of KPIs gives good insight into the performance of the EMVI plans.

5.24 TIME THE FEEDBACK IS TAKEN INTO ACCOUNT

Currently, the employees look at the feedback after each tender but it is not analyzed over a longer period of
time. This causes that they can not easily determine improvement points from the past. Since the dashboard
aims to provide feedback by monitoring tenders from the last years, feedback is now taken into account as long
as they want. 90% of the employees are of the opinion that the dashboard improves the situation of where even
50% totally agree.

6

A | |

Worse Neutral Better

Figure 5.6 Too little attention is paid to feedback from the past. The dashboard makes it...
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5.3 TAKE AWAY: EVALUATION

When looking at the results, we can say that the dashboard made the situation a lot better and helps Company
X to start improving on their EMVI plans. During the reviews the employees let us know that the dashboard is
really helpful and provides them with a great overview of the feedback. They value this overview a lot because
it enables them to monitor the performance and find improvement points. When looking at the objectives the
result is that the dashboard improves all objectives, with as a result that the daily tasks of the employees are
easier. They can more easily find feedback, it takes a shorter amount of time, and they can analyze the past
tenders. Altogether, the dashboard enables the employees to do their job better, easier and to keep improving
over the coming years. A side note to this evaluation is that the dashboard is not used yet and therefore this
evaluation can turn out more or less positive than when the dashboard is put into use.
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6 CONCLUSION & RECOMMENDATIONS

This chapter concludes this research with first, a short recap of the problem, then in Section 6.1 the conclusion
per sub-question and an answer to the research question. Next, the restrictions are discussed in Section 6.2. The
scientific relevance is described in Section 6.3 and lastly in Section 6.4 the recommendations to Company X.

Company X is active in earth-, road-, and hydraulic engineering sector. In this sector, contractors get projects by
winning tenders. The tenders from the government and provinces are won by having the most economical send-
in. This means the quality of the EMVI plan and the price will determine which contractor gets the contract. The
problem from Company X is that they are scoring less good on the EMVI plans and therefore win fewer tenders.
The main question from Company X is: “How can we increase our EMVI score?”. Increasing the EMVI score is a
very difficult process because tenders differ a lot and when grading the EMVI plan the client can be subjective.
When talking to a lot of employees the conclusion was that the core problem standing in the way of increasing
the EMVI score is that there is no common format for evaluating tenders. This makes it hard to execute analysis
and derive improvement points. Developing a dashboard seems like a good solution because it can provide an
overview of the performance of the EMVI plans. Also by creating a set of KPIs that measure the performance we
provide Company X with a common format for their evaluation moments and with the database connected to
the dashboard we provide them with a place to store all the data. The main question of this research is therefore:

‘How can a dashboard help to increase the EMVI score by presenting an overview of the feedback?”

To measure the improvements the dashboard brings, we set up five objectives: structure the feedback by
introducing a common format, reduce the number of files with feedback, analyze the feedback to derive
improvement points for the EMVI plan, and extend the time feedback is taken into account. Next to that, we
have employee reviews about the situation with and without the dashboard.

6.1 CONCLUSION

At the end of this section, we answer the research question, but that could not be done without answering the
sub-questions. Below the sub-questions and their conclusion can be read.

1. How does Company X currently deal with feedback on EMVI plans?

A better insight into the current situation is required to understand how the feedback is formatted now.
It also enables us to evaluate the dashboard by comparing the improved situation to the current
situation. We obtained this knowledge by performing a descriptive study, where walk-in interviews
gather information. Next to that, we gathered data by sending out a survey about the current situation.
From these talks we found that there are three types of feedback in the current situation: the internal-
and external evaluation and the Intention to Award letter. So, there is a lot of feedback available.
However, when comparing the PDCA cycle for process improvement with the current process, it turns
out that Company X does the plan, do, check but can improve acting on the feedback. When we asked
the employees about the current situation they indicated that the feedback is all over the place and that
they would benefit greatly from one place to store all the feedback, also they think the evaluation
moments can be used more efficiently. We tested the objectives with a survey and the results show that
in the current situation the objectives are not met.

e The feedback is in too many separate files. This causes that 69.2% of the employees experience that
searching for feedback is hard and 43% experience that it takes long to find the right feedback. Also in
the reviews from the employees, it turns out that there is no good overview of the feedback and that
there is a need for a database with all the feedback in one place.

e Lack in format of the evaluation moments is a problem now, a new approach to monitor the
performance is needed according to the reviews of employees. Also, a way to avoid the feedback
being in several formats (PDF, JPEG, word) is needed.

e The feedback from the past is not taken into account enough according to 42.8% of the employees.
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Analysing the feedback to derive the improvement points is not necessarily hard according to the
average response of the employees. We think the employees do not know the possibilities and that
this influenced their response.

How to design a dashboard that monitors the performance of EMVI plans?

The purpose of answering this research question is to find appropriate designs for displaying data, in
our case feedback, in a dashboard. This knowledge question is explorative research where qualitative
information is found by us through a Systematic Literature Review. The conclusion is that we need to
create a one-screen view with graphs that visualize the set of KPIs that are customized to the user. How
the developer visualizes the KPIs is crucial for the successfulness. Also, some design guidelines need to
be considered. We considered and acted upon all this information to create a dashboard that
communicates the correct information clearly and effectively.

Which approach can be used to identify KPIs for a dashboard?

It is of great importance to identify the relevant KPIs when designing a dashboard. Therefore, we did a
literature study to determine a suitable approach. After analyzing 12 papers and reviewing the different
methods, the conclusion is that we first do a brainstorming meeting, then a literature review and lastly,
four interviews to make a selection.

What factors are related to a successful outcome of an EMVI plan?

This sub-question is important since knowing these factors means we can integrate them into the
dashboard and then evaluate them. We answer the question by conducting descriptive research. First,
we conduct a literature study to find factors that positively influence the EMVI score. Next, we compared
the factors found in the literature with the brainstorming results. In the end, we could draw up a list of
11 factors that influence the EMVI score positively.

Which KPIs should be selected to monitor the performance on EMVI plans, and how to measure and
visualize those KPIs in the dashboard?

This sub-question is answered to determine the final list of factors, which KPIs are used to measure
them and the needed data for measuring the KPIs. First, factors are selected by importance. Besides the
factors found in sub-question 4, we added KPIs that do not relate to a successful outcome but that relate
to the analysis of the grades given by the clients. This results in the following list of KPIs: experience of
client with contractor, added value, SMART formulation, understanding of client’s wishes, past project
performance and tender process. We measures the factors by KPIs and the KPIs are measured with the
help of the available feedback or by generating new information by asking questions during the internal-
and external evaluation. The visualization and final dashboard can be found in Sub-section 3.3.

How should the dashboard be implemented within Company X?

To ensure that the dashboard is used correctly, we conducted an exploratory research regarding the
implementation of the dashboard. We did a literature study to retrieve information and we found that
the 8-steps model of change from Kotter (1995) is a good framework for implementing the dashboard.
Then we applied this model to Company X. This method fits well because it has proven to work for
implementing IT projects, and it considers the resistance of employees, which is one of the biggest
challenges in change management. All eight steps are walked through for a successful technological
change.
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7. Did the dashboard meet the objectives and therefore improve the situation in Company X?

To evaluate the dashboard, we compare the old situation with the new situation. We did this with the
help of the objectives and a survey. When looking at the results, we can say that the dashboard made
the situation a lot better and helps Company X to start improving on their EMVI plans. During the
reviews the employees let us know that the dashboard is really helpful and provides them with a great
overview of the feedback. They value this overview a lot because it enables them to monitor the
performance and find improvement points. When we look at the objectives the result is that the
dashboard makes all objectives better, with as a result that the daily tasks of the employees are easier.
The employees can more easily find feedback, it takes a shorter amount of time, and they can make
analyses over the past tenders. Altogether, the dashboard enables the employees to do their job better,
make daily tasks easier and to keep improving over the coming years. A side note to this evaluation is
that the dashboard is not used yet and therefore this evaluation can turn out more or less positive than
when the dashboard is put into use.

Now that all sub-questions are answered, we can answer the research question:
“How can a dashboard help to increase the EMVI score by presenting an overview of the feedback?”

In the section where we executed the evaluation of the dashboard it already became clear that the dashboard
improves the situation on a lot of different points. The employees were very enthusiastic and the objectives were
met or improved a lot. The biggest improvements are that the dashboard makes the daily tasks easier, provides
an overview of the performance, creates a structure for the evaluation moments and lastly provides a place
where all the feedback can be stored because the dashboard is connected to an excel sheet.

Make daily tasks easier

The implementation of the dashboard makes several daily tasks of the employees a lot easier. Firstly, the
dashboard makes it easier to find the correct information. This statement is supported by 89% of the employees.
When it gets easier to find the correct information it also takes less time to find information. 80% of the
employees agree that the dashboard reduces the time it takes to find the right information. The dashboard
enables users to easily search through feedback on plans from a particular client or search for the score on
specific criteria. Having easy access to this information makes it easier to incorporate it in the EMVI plans, and
therefore the EMVI score increases.

Automatically generated overview of performance

Before the implementation of the dashboard, Company X did not have an overview of their performance. When
you do not have clear what factors positively influence the performance of the EMVI plans and also do not have
a general overview of your performance you can not determine where you need to improve. The dashboard
provides this overview by monitoring the KPIs that represent the factors that influence the EMVI score positively.
The strength of using a dashboard for this is the visualization of all KPIs on one screen. This provides the user
with the performance of the EMVI plan in one glance. By monitoring and visualizing the KPIs, improvement points
can easily be derived to increase the EMVI score. 100% of the employees that filled in the survey say the
dashboard helps them a lot by determining improvement points. Also from the reviews with the employees after
the demonstration of the dashboard we can conclude that they are greatly satisfied with the overview the
dashboard provides and the possibility to act on the feedback.
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Provide a structure for evaluation moments

The dashboard provides the company with a standard format for the evaluation moments. Without the format
the employees indicated that they felt a lot of potential was unused in the evaluation moments. The dashboard
monitors KPIs and these KPIs needs to be measured; therefore, questions are set up to ask during internal and
external evaluations. Creating this format is experienced as very positive because Company X can collect more
data and measure the performance on the EMVI plans. This standard format helps Company X to focus on the
right questions during the evaluation moments and to gather the relevant data. So this standard format allows
Company X to analyse the feedback for improvement points.

Create a place to store all the feedback

During the employee reviews at the beginning of the research several employees indicated that there is a big
need for a place where all the data can be stored. That is understandable because having all the data in one place
is crucial for both the accessibility of the data and the possibility to make analyses and make improvement points.
The dashboard provides the employees with a place because it runs on an excel sheet where all the data is stored.
As mentioned earlier this makes the daily tasks of the employees easier but it also creates the opportunity to do
something with the data from the past years. This enables the employees to track and analyse the progress.
Analysing and visualizing data over a more extended time period is beneficial for improving the EMVI score. 90%
percent of the employees say that the dashboard extends the time the feedback is taken into account a lot.

After phrasing how the dashboard helps Company X improve their EMVI score, we can conclude that solving the
research question also helps Company X solve their initial question: “How can we improve our EMVI score?”.
When Company X implements the dashboard and looks at the scores of the KPIs, they will find points to improve.
For the available data, we made recommendations on where to start (Section 6.4). Also during the research we
found that the approach we used to improve the EMVI tender is not used before and there this research can be
very relevant for other companies. More on scientific relevance in Section 6.3

6.2 RESTRICTIONS

6.2.1 RELIABILITY & VALIDITY

In this section, we will discuss the reliability and validity of this research. Reliability refers to replication and
consistency. If a researcher can replicate an earlier research design and achieve the same findings, then that
research would be being reliable (Saunders et al., 2019). There are some threats to the reliability when doing
interviews: participant error, and researcher bias and error (Saunders et al., 2019). Participant error occurs when
the participants perform differently in the interview. This can occur when the interviews are, for example, held
on Monday morning or Friday afternoon. Therefore, we will avoid this. Researcher error concerns any factor
which alters the researcher’s interpretation. To minimize this threat to reliability, | need to make sure I'm well-
rested and prepared for the interview well. Lastly, the researcher bias. Researcher bias is any factor that induces
an incorrect response. For example, when questions are not asked objective. This will be minimized by setting
up a detailed script. By taking all these threats and comments into account our research ends up being as reliable
as possible.

Validity refers to the appropriateness of the measures used, the accuracy of the analysis of the results, and the
findings' generalizability Saunders et al., 2019). We will assess our research on internal and external validity. First,
internal validity refers to the extent that the findings are the answer to our research question (Heerkens & van
Winden, 2021). In our research, the biggest threat to the internal validity is the determination of a set of KPIs
and how to measure these KPls. When those things are not accurate the relationships between the EMVI plans
and the performance are inaccurate. To maximize the internal validity, these KPIs and measures are double-
checked by doing both literature search, interviews and a survey. External validity is concerned with the question:
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can a study’s research findings be generalized to other relevant contexts (Heerkens & van Winden, 2021)? This
research could be generalized to other companies in the same sector because the KPIs that are found are specific
to EMVI plans from a road-, earth- and hydraulic engineering sector. As soon as you might change the type of
projects the topics and grading might change resulting in inaccurate KPIs. When you want to apply this to another
sector the KPIs need to be redefined, the framework of how we do it is still useful. Even though you can use the
KPIs for the performance of an EMVI plan in the same sector it is wise to evaluate the KPIs with the company to
see if they agree. In the end, a performance dashboard is almost always customized to the client (Few, 2006).

6.2.2 LIMITATIONS

A limitation in this research is that the feedback from clients is often not objective. The EMVI plans are sent in
anonymously however, from the content can be derived who delivered what. This means the client grades the
EMVI plan while taking into account who the contractor is. Some clients may want to do this as fair as possible
however, it is known that clients grade the EMVI plans based on their relationship with the contractor. As a result,
the outcomes of the tender might not be fair. Even though this problem is a limitation to the accuracy of this
research, we will not take it into account when designing the dashboard for sake of simplicity. However, we
should keep it in mind when looking at the results.

Another limitation is the time available for this research. Ideally, this bachelor thesis is finished in half a year so
decisions are made on the depth of this research. An example is that the interviews with clients were cancelled
because arranging a meeting took too long. Also the functionality of the dashboard could be improved with more
time. In Section 6.4, recommendations are made for further research.

Lastly, a limitation is that the way tenders are assessed in the Netherlands is specific therefore, this dashboard
and the factors found need to be reviewed when adopted in another country.

6.3 SCIENTIFIC RELEVANCE

The idea of using a dashboard to measure the performance in tenders is new. Not only for construction but also
in other areas. In general, there is found no application of dashboards for measuring performance of tenders.
This research is relevant because it provides a new insight to companies with a whole new strategy to deal with
tenders. When companies want to try this new strategy, this research provides them with a guideline on creating
and implementing their own dashboard.

When looking at the scientific relevance to the earth-, road- and hydraulic engineering sector we found that the
literature provides a lot of knowledge from the client’s point of view. The sources are about how the client can
predict the performance by choosing the right criteria and about which framework the client should choose for
assessment. However, if we are looking at peer-reviewed articles there cannot be found a lot of information from
the contractor point of view. So, there might be a knowledge gap. This research tries to cover this knowledge
gap by researching how to improve an EMVI tender from the contractors point of view. Also, in the literature a
difference can be spotted in important factors in research worldwide or research devoted to the situation in the
Netherlands. It was also interesting to see that there is close to no research on improving on the EMVI tenders,
while this is a framework used for over eight years in the Netherlands. This research provides Dutch companies
in this sector with important success factors when writing an EMVI plan.
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6.4

RECOMMENDATIONS

After working on this project for half a year, | gained a lot of input and experience within Company X. Therefore,

| also have recommendations on where to improve after this research. So, first we will discuss the research

specific recommendations and afterwards the recommendations for the next steps.

Research recommendations

Implement the dashboard as proposed in steps 6, 7 and 8 in Chapter 4, Implementation.

After the evaluation, we concluded that the dashboard did improve the situation. Therefore, the
recommendation is to incorporate the organisation's dashboard as proposed in steps 6, 7, and 8 in
Chapter 4, Implementation. This implementation strategy is based on literature and has therefore
proven to work in the past. The dashboard should be checked at the start of every tender to see whether
there is available information about the client or criteria. This way the understanding of the clients
needs can be improved. Also, when deciding whether or not Company X should subscribe to a tender,
the dashboard can be used to see if they scored well on a similar tender in the past.

Keep evaluating the KPIs

Since KPIs are very project- and time-specific (Few, 2006), | recommend Company X to evaluate the KPIs
over the years to keep the dashboard relevant. The best way to do this is by organizing another
brainstorm to see whether the important factors are still the same or changed. Another
recommendation is to conduct interviews with clients when evaluating the KPIs. Unfortunately, it was
not possible now due to time restrictions but their input will be very valuable.

Improve the functionality of the dashboard

Since this dashboard is built in a short period of time | recommend looking into expanding the
functionalities. The first things to incorporate are, in my opinion: adding a year filter to the SMART,
tender process and criteria measurements. Right now, there is not a lot of data yet, which makes it an
unnecessary tool. However, in the future, you might want to exclude certain years.

Improve the internal- and external evaluation

There is a format for the internal evaluation, but the employees do not grade this very high (Section
2.1.1). For the external evaluation, there is not a common format. This research already established
some required questions for measuring the KPlIs, and | recommend building further on this to gather
more data and gain insight into the performance.

Start with more research on EMVI criteria

Over time there will emerge improvement points from the dashboard. When looking at the current
situation we recommend to start working on the different criteria. Together with the company a few
criteria are selected for further research. The recommendation is to read the written feedback about
these criteria and see if Company X can create a strategy accordingly.

Recommendations for further research within Company X

6.

Talk about a vision/mindset

From personal talks and group discussions it appears that not everyone has the same vision/mindset.
This isn’t necessarily a bad thing, however it seems to get into the way of improvements. One person
thinks X is most important and wants to improve on that but the other person thinks that is not the
problem, and therefore the improvement is not embraced by everyone. This can be due to a vague
vision from Company X. During the brainstorm, the employees agreed that the absence of a vision
negatively impacted their EMVI score. Therefore it is recommended to think about what mindset
Company X requires from its employees and to think about their vision.

Research about the reputation of Company X

One criterion that was deemed important is the reputation of Company X. That is however very complex
to measure and therefore not included in the dashboard. It is a strength to know how clients see you
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because you know what to disprove and emphasize. Therefore it might be interesting to hire an intern
who can research this and write an approach to changing it.

61



REFERENCES

Amrina, E., Yulianto, A., & Kamil, I. (2019). Fuzzy multi criteria approach for sustainable maintenance evaluation
in rubber industry. Procedia Manufacturing, 33. https://doi.org/10.1016/j.promfg.2019.04.067

Auguste, J. (2013). Applying Kotters 8-Step Process for Leading Change to the Digital Transformation of an
Orthopedic Surgical Practice Group in Toronto, Canada. Journal of Health & Medical Informatics, 04(03).
https://doi.org/10.4172/2157-7420.1000129

Booij, A. (2013). Towards the Best Value vendor: A study to BVP tenders from a private party’s perspective.

Brown, T. (2008). Design thinkingBrown, T. (2008). Design thinking. Harvard Business Review, 86(6). Harvard
Business Review, 86(6).

Cahyadi, A., & Prananto, A. (2015). Reflecting design thinking: A case study of the process of designing
dashboards. Journal of Systems and Information Technology, 17(3). https://doi.org/10.1108/JSIT-03-
2015-0018

Carlucci, D. (2010). Evaluating and selecting key performance indicators: An ANP-based model. Measuring
Business Excellence, 14(2). https://doi.org/10.1108/13683041011047876

Chang, B., Chang, C. W., & Wu, C. H. (2011). Fuzzy DEMATEL method for developing supplier selection criteria.
Expert Systems with Applications, 38(3). https://doi.org/10.1016/j.eswa.2010.07.114

Ciri¢, Z., & Rakovi¢, L. (2010). Change Management in Information System Development and Implementation
Projects. In Management Information Systems (Vol. 5, Issue 2).

Cooper, D. R., & Schindler, P. S. (2003). Business research methods. In Business (Issue 2000).

Coppola, G., Bandinelli, R., Ciarapica, F. E., Dotti, S., Gaiardelli, P., Resta, B., & Rinaldi, R. (2014). Building
sustainable supply chains in the Textile, Clothing and Leather Sectors. Proceedings of the Summer School
Francesco Turco, 09-12-September-2014.

Corsini, A., Bonacina, F., Feudo, S., Lucchetta, F., & Marchegiani, A. (2016). Multivariate KPI for Energy
Management of Cooling Systems in Food Industry. Energy Procedia, 101.
https://doi.org/10.1016/j.egypro.2016.11.038

Cuesta, H. (2013). Practical Data Analysis: Transform, Model, and Visualize Your Data Through Hands-on
Projects, Developed in Open Source Tools. In Packt Publishing.

Dwivedi, A., & Madaan, J. (2020). A hybrid approach for modeling the key performance indicators of
information facilitated product recovery system. Journal of Modelling in Management, 15(3).
https://doi.org/10.1108/JM2-01-2019-0003

Eckerson, W. W. (2010). Performance dashboards: Measuring, monitoring, and managing your business. In
Performance Dashboards: Measuring, Monitoring, and Managing Your Business.
https://doi.org/10.1002/9781119199984

Few, S. (2006). Information Dashboard Design The Effective Visual Communication of Data. In Information
Dashboard Design The Effective Visual Communication of Data.

Gerdsri, N., Assakul, P., & Vatananan, R. S. (2010). An activity guideline for technology roadmapping
implementation. Technology Analysis and Strategic Management, 22(2), 229-242.
https://doi.org/10.1080/09537320903498553

62



Hatush, Z., & Skitmore, M. (1997a). Criteria for contractor selection. Construction Management and Economics,
15(1). https://doi.org/10.1080/014461997373088

Hatush, Z., & Skitmore, M. (1997b). Evaluating contractor prequalification data: Selection criteria and project
success factors. In Construction Management and Economics (Vol. 15, Issue 2).
https://doi.org/10.1080/01446199700000002

Heerkens, H., & van Winden, A. (2021). Solving Managerial Problems Systematically. In Solving Managerial
Problems Systematically. https://doi.org/10.4324/9781003186038

House of Tenders. (2018, February 12). Hoe maak ik mijn EMVI-plan nég beter? Houseoftenders.NI.

Jennings, P., & Holt, G. D. (2010). Prequalification and multi-criteria selection: a measure of contractors’
opinions. Construction Management & Economics, 651-660. https://doi.org/10.1080/014461998371944

Kitchenham, B. (2004). Procedures for performing systematic reviews. Keele University, UK and National ICT
Australia, 33. https://doi.org/10.1.1.122.3308

Kotter, J. P. (1995). Leading change: Why transformation efforts fail. Harvard Business Review.
https://doi.org/10.1007/978-1-137-16511-4_7

Kotter, J. P. (2012). Leading change. In MindTools.com. Harvard Business Review Press.

Kotter, J. P., & Schlesinger, L. A. (2008). Choosing Strategies for Change - Harvard Business Review. Harvard
Business Review, 86(7/8).

Lempinen, H. (2012). Constructing a design framework for performance dashboards. Lecture Notes in Business
Information Processing, 124 LNBIP. https://doi.org/10.1007/978-3-642-32270-9_7

Leonard-Barton, D., & Kraus, W. A. (1985). Implementing new technology. Harvard Business Review.

Lien, S. K., Sgrnes, K., Walnum, H. T., Hauge, A. L., & Lindberg, K. B. (2019). Selection of key performance
indicators (KPIs) in the transition towards low-carbon urban communities. Eceee Summer Study
Proceedings, 2019-June.

Nelson, E. (n.d.). Writing winning bids - 9 tips for writing winning tenders. Tenderconsultants.Co.Uk.
NSPE. (2019). NSPE Code of Ethics for Engineers. NSPE.Com.

Onyemeh, N. C,, Lee, C. W., & Igbal, M. A. (2016). Key performance indicators for operational quality in the oil
and gas industry a case study approach. IEEE International Conference on Industrial Engineering and
Engineering Management, 2016-January. https://doi.org/10.1109/IEEM.2015.7385881

Peffers, K., Tuunanen, T., Rothenberger, M. A., & Chatterjee. (2008). Peffers et al. (2008) A Design Science
Research Methodology for Information Systems Research. Journal of Management Information Systems.

Regdseth, H., Strandhagen, J. 0., & Schjglberg, P. (2015). Key performance indicators for integrating
maintenance management and manufacturing planning and control. IFIP Advances in Information and
Communication Technology, 459. https://doi.org/10.1007/978-3-319-22756-6_9

Saunders, M., Lewis, P., & Thornhill, A. (2019). Research methods for business students, 8th edition. In
Research Methods for Business Students (Issue January).

Shan Nakigudde, S., & Nakigudde, S. (2019). Appropriate improvisational Change Management Models for
Managing Information Technology Projects. https://doi.org/10.13140/RG.2.2.27395.04646

63



Succes Plan. (n.d.). Tenderproces voor een winnend EMVI-plan. Succesplan.NI.

Sultan, N., Khedr, A., Idrees, A., & Kholeif, S. (2017). Data mining approach for detecting key performance
indicators. Journal of Artificial Intelligence, 10(2). https://doi.org/10.3923/jai.2017.59.65

Tardio, R., & Peral, J. (2015). Obtaining key performance indicators by using data mining techniques. Lecture
Notes in Computer Science (Including Subseries Lecture Notes in Artificial Intelligence and Lecture Notes in
Bioinformatics), 9382. https://doi.org/10.1007/978-3-319-25747-1_15

Treude, C., & Storey, M. A. (2010). Awareness 2.0: Staying aware of projects, developers and tasks using
dashboards and feeds. Proceedings - International Conference on Software Engineering, 1.
https://doi.org/10.1145/1806799.1806854

van de Poel, |., Royakkers, L., Verbeek, P.-P., & Brumsen, M. (2011). Ethics, technology and engineering. In
Wiley-Blackwell, a John Wiley & Sons, Ltd., Publication.

von Geibler, J., Liedtke, C., Wallbaum, H., & Schaller, S. (2006). Accounting for the social dimension of
sustainability: Experiences from the biotechnology industry. Business Strategy and the Environment,
15(5). https://doi.org/10.1002/bse.540

Watt, D. J., Kayis, B., & Willey, K. (2010). The relative importance of tender evaluation and contractor selection
criteria. International Journal of Project Management, 28(1), 51-60.
https://doi.org/10.1016/j.ijproman.2009.04.003

Wipfli. (2014). Why Change Management Is Key To Technology Implementation Success Who's it for?
www.wipfli.com

Zemaitis, T. (2020, November 5). Responding to Tender Questions Guide. Zemaitis Associates.

64



Gerernd

woren door 7

et blaue
bockie?

e el
pewarcinlc
IR 15 € vaAL
sk it el el
irFarnane oz s
o9 Intemel. Hisroe.
i e el
ey

B.

INCLU

APPENDIX

A. RESULTS BRAINSTORMING MEETING

Resultaat brainstorm 3-21

Wat zijn mogelijke problemenfoorzaken bij KWS Infra Zwolle waardoor de EMVI-score laag is?

Probleem Extra info

haal info
uit de
omgeving

Progctiocars
bezoeken

e sis

0 pacrisk
Lenaleren

~ crcerepen
v axiniy
smleging
Schriisl
gomate -

TR st o nmmm .
is niet -
et optimaal \ |
becordeingstaam \
1 ) Wl i
L] el —
] prasetsn
—_ ety rmmm..
\\ \\‘ Inhoud Is niet genoeg bt
! -
\ | Teweinig informatie aver de T
— / \ ——
/ Sen B
Lo il gekn
L lwanme - andere Adenks
- “Erehan s e
pane st “metne I
i e
oo
EMVI-score is te laag Mindsetfvisie Em—
e
i # st e
— T i Klank _/ | Het 2t Azt
T2 makEn met >l e welnif antkennis weewwr - f e i)
verschilzade / o mbelem dec) [
mensen b —— rnzn B
dezeltde kant
s L it e aan
am het sera i
/ Het proces van schijven is niet == anderste  norzichtg T bang
' Vil oed doen L. amicts i
G vervach: bedowen
e el il et / DUIVEN Harde ™ wossit s
. 1z 1. il
Begrijoen e EAER 023 I bluffen belofies |
dr uirirasg o goed Baccischap " el durven d
wan e /.d genoeg netducaly e i MAKEN o e
Klant niet — geraeg 1 s sc::l'\lul\‘srs g - - )
pan, o | - = wrsacke ngen cararden
T et ocEnl [ :- Telaal Lol i speTed Gean rarde
S e — — ViR DT e e
— a arndacedn
1 i fo redarar vanenni T, P v:?:;jm
We <enren se b —— schrfvers i S
Bl an \ e — /
- Bl il ke wozl -
i Kl EErIEgo
ks P [
7 e 2l diak [
Gewn ot oy
relatie mat e L
Klant | L wenbee krens
| e e 103
1
|

le
weinig
sturing
Keuze.
riaken
bussen
wchniek o1

[rEEEIMANDT

Figure A.1 Result brainstorming meeting

SYSTEMATIC LITERATURE REVIEW

SION/EXCLUSION CRITERIA

v i i voelenn...

Werken op

alszane

fedderar warat

#in ngen plk
Gk e
zcrunsii].

65



To improve the relevance of the search, inclusion and exclusion criteria are defined. First, the inclusion criteria
determine the search terms that a study should have to be included in my review. The first one is ‘Dashboard’
because | want to design a dashboard. All articles that are not concerning a dashboard contain no relevant
information for me. Another inclusion criterion is a term concerning ‘design’. This does mean that ‘design’, one
of its synonyms or alterations should be included. More details can be found in section ‘search terms’. This is
chosen to make sure we find papers on design instead of evaluation. Then the exclusion criteria. Before and
during the search process there were not identified exclusion criteria.

USE OF DATABASES

When choosing a database 4 criteria are taken into account. First, the focus of the database should be suitable
for our research question. For this research, multidisciplinary databases, focused on science or computer science
are preferred. Second, we should be able to use a wide range of Boolean operators and search parameters. This
is because we want to make use of inclusion criteria and the asterisk. Third, the type of materials available. We
want a database that provides us with scientific materials so no websites or non-peer-reviewed journals. Lastly
the size of the database. It is nice to have a database that has a lot of material because then the chance is higher
that you find all the material that is helpful for you. The databases that match these criteria best are Scopus, who
owns a lot of material with a multidisciplinary focus, and Web of Science, who is focused on technical sciences.

However, after trying the first few search queries (see Table B.2) we found that the content in these databases
is very specific. This is interesting, but the research question is general and requires more educational sources
like books. Therefore, there is decided to search the UT library dashboard for books that generate that overview.
Therefore, in the end Scopus and the UT Library are used.

SEARCH STRATEGY

Before starting the search, search terms are determined by writing down synonyms and boarder terms for each
key concept. These search terms can be found in Table B.1.

Table B.1 Search terms

Key concepts Synonyms Broader

Design Lay-out, architecture, setup, Develop, create, design*,
arrangement, construct, framework

Dashboard Control panel, indicator panel Tool, Dashboard*,
KPI Key Performance Indicator, KPIs, “Performance, indicator”, measurement,
KPls, “performance indicator”,

The search strategy is to start with a search query that is quite specific and includes all key concepts and some
of their synonyms or broader terms. In Table B.2 the search log can be found with a reflection on the search
results.

Table B.2 Search log

Date Search query Database Hits Comments/relevance

29-3-21 (design* OR layout OR Scopus 148 This search yielded a lot of articles with as main
develop OR create) AND topic KPI selection. Since | want to know more
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(dashboard) AND (KPI OR
KPIs OR KPIs OR “key
performance indicator”)

29-3-21 (design* OR lay-out OR Scopus
develop OR create) AND
(dashboard)

30-3-21 (design* OR framework) = Scopus
AND (dashboard*) +
filter: search in article
title

30-3-21 (design* OR framework) = UT
AND (dashboard*) + library
filter: books

1315

229

113

about how to design a dashboard for the next
search KPI is left out.

In this search, it was a lot about
developing/creating a dashboard in a case study.
Since | need to know more about how to design a
dashboard in general, | need more educational
sources or systematic reviews.

This search is quite relevant, still a lot of case
studies. However, some of them describe the
design process of the dashboard. | would still like
to get a bit more educational material therefore
there is decided to switch to search UT library
instead of Web of Science

The first page of results seems relevant

The result of the search is a total of 342 sources found in Scopus and the UT Library. In the end, all the results

are processed, this can be found in Table B.3. When the final articles were selected, we scanned through the

references. The references used in that paper are looked at because they could provide us with additional

relevant information. Before a final selection is made we wrote up a conceptual matrix. This matrix visualizes

which sources address which topics. Table B.4 shows us that we have at least 2 sources per topic. Therefore, we

can conclude that the sources we found are enabling us to answer the research question. The topics are based

on the information we already read while assessing the relevant papers. In Table B.5 an overview of the selected

articles can be found.

Table B.3 Selection process

Total #of hits

Removing duplicates

Selecting based on the title

Selecting based on abstract

Removed after complete reading

Added after screening references

Added for more depth on a topic (while writing)

Total selected of review

342
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Books 4

Articles 4
Table B.4 Concept matrix
Nr. Paper\Concept Background Data selection = Screen
and collection | layout
Definition  Types of Components
dashboard = of
s dashboard
1. Eckerson, W., 2006 X X X X X
2. Few, S., 2006 X X X X
3. Treude, C., Storey, M., X X X
2010
4. Cahyadi, A., Prananto, A.,  x X X X
2015
5. Lempinen, H., 2012 X X
6. Cuesta, H., 2013 X
7. Heerkens, H., 2021 X
8. Cooper, D., Schindler, P., X
2003
Table B.5 Final selection of articles
Nr. Title Author(s) Topic
1. Performance dashboards: measuring, (Eckerson, 2010) More info on each type of dashboard
monitoring, and managing your and designing of the layout
business
2. Information dashboard design: the (Few, 2006) A lot of info about types of
effective visual communication of data dashboards, mistakes, design
3. Awareness 2.0: staying aware of (Treude & Storey, About viewlets, about the number of
projects, developers and tasks using 2010) viewlets and use of dashboard: a
dashboards and feeds case study
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4, Reflecting design thinking a case study
of the process of designing dashboards = 2015)

5. Constructing a Design Framework for

Performance Dashboards

6. Practical Data Analysis

7. Solving Managerial Problems
Systematically

8. Business research methods

C. LIST OF MEDIA DISPLAYS

Table C.1 Types of Media Displays

Category

Graphs

Icons

Text
Images

Drawing
objects

Organizers

D. SURVEY CURRENT SITUATION

Intro:

Display media
Bullet graph

Bar graph
Stacked bar graph

Combination bar and
line graphs

Line graphs
Sparklines
Box plots
Scatterplots

Tree maps

Alert

Up/down
On/off

Tables
Spatial maps

Small multiples

(Cahyadi & Prananto, = The process of designing a

dashboard

(Lempinen, 2012) KPIs, data collection and preparation

(Cuesta, 2013) Data quality

(Heerkens & van
Winden, 2021)

Making KPIs measurable

(Cooper & Schindler,
2003)

Data preparation and quality

Comments
Display key measure in comparison to a target
Great for displaying measures associated with a category

Use only when you have to display multiple instances of a whole,
with a focus on the whole

Use when you want to combine data that fits best with a bar
chart, and a line

Use when you want to reveal patterns or trends in data

Simple graph meant to provide a quick sense of historical context
Use when you want to convey a rich picture of data distribution
Shows if two paired sets of measures are correlated

Use when you want to display large sets of hierarchically or
categorically structured data

Use to draw attention to particular information on the
dashboard

To indicate if measures go up or down

Use to identify some items different from others

Use to report a single measure without comparing it to anything
Is unnecessary for most typical business uses

Useful to connect pieces of information

Arrange data into columns and rows
Useful when data is tied to a physical space

Displays a single row or column of related graphs
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I would like to have your opinion on how KWS Infra Zwolle currently handles evaluations and feedback on the
EMVI plans so that | can map out the current situation. The questions apply to the internal evaluation, the
external evaluation with the customer and the letter with the assessment of the tender. If you don't have
enough information to answer the question, you can skip it. | would also like to point out that you can
withdraw from the research at any time and that the data cannot be traced back to you as a person. Thank you
very much for filling in. For questions you can always call or email me.

To which extend do you agree with the following statements on a scale from 1=totally disagree 3=neutral
5=totally agree.

There is not looked back enough at feedback/evaluations from the past
When I’'m searching for feedback it takes long to find it

When I’'m searching for feedback it is hard to find the right information

| can easily draw conclusions from several tenders, to improve the EMVI plans
The feedback we get on EMVI plans is useful

There is room for improvement on how we deal with feedback

There is room for improvement on how we process the feedback

Which grade do you give the internal evaluation? Scale:1-10

Which grade do you give the external evaluation? Scale:1-10

Do you have any other remarks? Textbox
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