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Abstract 
Background: As the Netherlands face challenges in organising elderly well-being, a Living 

Lab was established in which various stakeholders develop innovative solutions. However, 

such cross-organisational and institutional projects face challenges concerning coordination. 

Moreover, there is limited knowledge on the influence of relationships and related network on 

the viability of Living Labs. Consequently, in this exploratory study, the following research 

question is answered: How do actors involved in innovative approaches organising services for 

elderly well-being coordinate their work? 

 

Method: More specifically, this study was conducted within a Living Lab organised in 

Deventer. In this qualitative study, eleven semi-structured interviews and a focus group with 

seven representatives from the stakeholder groups involved in the project provided information 

on developing relationships and communication to coordinate work.  

 

Findings: The results show two themes when coordinating work in a living Lab concerning 

organising services for elderly well-being; (1) network building and (2) defining the role of 

neighbourhood concierges. Next to these main themes, two prerequisites arise concerning 

effectively coordinating work and built-up relations: (1) shared location and (2) development 

of consultation structures. 

 

Conclusion: The findings suggested that stakeholders are more likely to effectively 

communicate and built-up relations if there was a shared space for representatives of different 

roles.  Furthermore, establishing shared meetings between stakeholder was seen as crucial to 

organise services for elderly well-being collaboratively. In addition to those two main 

conditions, cross-cutting structures as boundary-spanning activities, selecting for teamwork and 

shared training, and shared information systems did play a role when coordinating work in an 

emerging inter-organisational network setting. 

 

Discussion: This study provides Living Lab participants with insights into the challenges and 

prerequisites for relationships and communication when coordinating work. Besides, this study 

gave the Living Lab participants insights into their position in the whole work process. Finally, 

this study adds to RC literature by providing insights on RC development and the cross-cutting 

structures in emerging inter-organisational network settings. 

Keywords: relational coordination, cross-cutting structures, Living Lab, case study  
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1 – Introduction 
Complex societal challenges such as organising elderly care in The Netherlands are considered 

“wicked problems”, of which academia argue that it necessitates innovative initiatives and 

multiparty collaborations (i.e., integrated care, Samenzorg or network care) (Ahaus, 2020; 

Doekhie et al., 2014; Gray & Purdy, 2018; Jong et al., 2018; Mervyn et al., 2019). Academia 

proposes that multiparty collaborations can help address challenges better (in this context, 

services for elderly well-being) rather than individually (Berends & Sydow, 2019; Gray & 

Purdy, 2018). As in such collaborations, organisations draw on their diverse resources to realize 

innovative services (Gray & Purdy, 2018). In the Netherlands, a Living Lab has been set up in 

which stakeholders from public-private-people partnerships, firms, public agencies, 

universities, and institutes collaboratively develop innovative solutions in a real-life context 

(Westerlund & Leminen, 2011).  However, it appears that projects that cross organisational and 

institutional boundaries are plagued by challenges in coordination and collaboration (Dille & 

Söderlund, 2011). Moreover, due to the newness of Living Labs, there is a lack of knowledge 

on how partnerships and related network influence the viability of Living Lab projects 

(Westerlund & Leminen, 2011). Hence, this study examines how actors involved in innovative 

approaches concerning elderly well-being develop relationships and communication to achieve 

coordination of work.   

Accordingly, this study will draw on the concept of relational coordination to explore 

how task integration is accomplished. The Relational coordination theory (RCT) introduced by 

Gittell (2000) goes beyond observable coordination of work processes. RCT propose that 

coordination is carried out through relationships of shared goals, shared knowledge and mutual 

respect supported by frequent, timely, accurate and problem-solving communication (Gittell, 

2002a). It focuses on a network of relational and communication ties among tasks 

interdependence participants, uncertain and time constraint work processes to achieve task 

integration (Gittell, 2006). To foster relational coordination, Gittell and Douglass (2012) 

propose cross-cutting structures that effectively strengthen work coordination. The relation 

between cross-cutting structures and RC is mainly researched in intra-organisational networks. 

Gittell and Weiss (2004) mention the transferability of the results’ concerning the need for 

deliberate design interventions from intra-organisational networks to inter-organisational 

networks (i.e., organising with other organisations involved).  However, it should be noted that 

Gittell and Weiss (2004) focused only on boundary spanners, meetings, routines and 

information systems in their study. They made no further statements on the cross-cutting 

structures that Gittell and Douglass (2012) later introduced as cross-cutting structures next to 
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those four reinforcing RC.Moreover, as there are only a few studies that examined cross-cutting 

structures related to RC in inter-organizational networks and the studies are highly context-

specific, further research is aimed to understand the dynamics of RC in inter-organisational 

networks (Bligaard Madsen & Burau, 2021; Gebo & Bond, 2020). In response to the limited 

number of studies on RC in inter-organisational networks, this study aims to explore the 

development of relations and way of communicating between the actors in a Living Lab. 

Therefore, the central question in this study is as followed:  

How do actors involved in innovative approaches organising services for elderly well-

being coordinate their work? 

The dynamics of RC are explored in a Living Lab setting focusing on organising 

services for elderly well-being in Deventer, i.e., project Buur&Zo. The single interpretative 

case study was used to investigate RC dynamics and explore further development and Living 

Lab sustainability opportunities. An inductive research design with sensitizing concepts based 

on relational coordination theory is applied in answering the research question as the focus is 

on exploring organisational phenomena. Stakeholders currently engaged in Buur &Zo are 

included. Given the diversity of heterogeneous actors involved and the collaboration’s novelty, 

this experimental setting provides an excellent opportunity to explore RC’s dynamics. As the 

goal of the study is to explore dynamics concerning RC, a qualitative approach fits best.   

This study contributes to scientific literature in the following way. It explores the 

dynamics of RC within a setting where various stakeholder groups from across organisational 

and institutional collaboratively work together as a project team. Whereas previous research 

mainly focused on organisational and intra-professional collaborations within the health 

industry, this study explores these concepts in an innovative setting that deepens RC theory. 

Deepening RC theory concerning inter-organisational collaborations is interesting as there is a 

rise in multiparty collaborations (Gray & Purdy, 2018).  

This study also provides practical contributions to organising services for elderly well-

being. First, providing an insight into RC development can help Living Lab participants 

understand how their tasks and the tasks of others contribute to the overall work process. 

Moreover, this will help them identify areas for improvement concerning communication and 

relationships and related cross-cutting structures. Thereby, insights into current cross-cutting 

structures related to RC will give project leaders of Living Labs insight into necessary task 

integration conditions. Finally, these insights will make the blueprint for scaling up Living Labs 

organising services for elderly well-being more detailed.  



  Master Thesis – E.L.M. Linssen 

 8 

2 – Literature Review 
This chapter discusses the theoretical foundations of this study. The literature review is 

structured as follows. First, section 2.1 discusses the theoretical background of relational 

coordination. Then, section 2.2 covers the relational form of organising. Section 2.3 covers the 

cross-cutting structures related to RC. Section 2.4 describes the structural challenges in inter-

organisational collaboration. This literature review is finished with section 2.5, which presents 

this study’s conceptual framework. 

 

2.1 Introduction to relational coordination 

The concept of relational coordination theory was developed by Gittell (2000). While the RC 

theory’s roots lie in the airline industry, it has been extended to the healthcare industry and 

multiple other services industries. The theory is developed based on a lack of theory on the 

spontaneous form of coordination and the belief of relational characteristics that influence the 

coordination of work.  In the RC model, the basic principle of coordination is based on the 

interaction between participants rather than certain design elements. In other words, RC differs 

from formal coordinating mechanisms as identified in organisational design theories and is 

referred to as the spontaneous form of coordination (Gittell, 2002a). The interest in the 

unplanned coordination mechanisms rises as work increasingly depends on high levels of task 

interdependence, uncertainty and time constraints (Gittell, 2000). Consequently, Gittell (2002b) 

introduces RC, which she defines as; ‘a mutually reinforcing process of interaction between 

communication and relationships carried out for the purpose of task integration’  (p. 300 ).  

Gittell (2006) proposes that communication and relationships need to be considered as 

bandwidth for coordinating work in settings where uncertainty, interdependence, and time 

constraints exist.  

According to Gittell (2006), relationships matter for coordination since relationships are 

‘the means through which identities are constructed’ (p. 85).  Identities are essential for the 

coordination of work as partial and fragmented identities result in the rejection of connections 

with others (Gittell, 2006). While a collective identity, i.e., a sense of ‘we’, facilitates effective 

coordination of work (Gittell, 2006). Relationships consisting of shared goals, shared 

knowledge, and mutual respect enable the formation and strengthening of such a collective 

identity, enabling them to engage in coordinated collective action.  

Shared knowledge - Relationships based on shared knowledge are essential for 

coordinating work since Dougherty (1992) showed that different ‘thought worlds’ limited 

comprehensive understanding and the possibility of learning due to the focus inwards. 
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According to Dougherty (1992), these thought worlds are linked to the organizational context. 

Thought worlds exist based on variation in training, socialization, and expertise can hinder 

effective communication and are therefore linked to coordination. Next to this, Weick and 

Roberts (1993) propose that a collective mind can be seen as characteristic to overcome the 

different thought worlds since it is based on a shared understanding of the work process. 

Building on these insights, Gittell (2006) found that the absence of frequent communication 

solidified the individual thought worlds which overthrow shared knowledge in relationships. 

Hence, she proposes that relationships of shared knowledge help employees understand how 

their work fits in the process relative to others, enabling them to comply with the overall work 

process. Therefore, she identifies shared knowledge as the cognitive basis of coordination. 

However, this condition can not alone achieve effective coordination of work, as Quinn and 

Dutton (2005) already highlighted that energy and emotion are essential for effective 

coordination. Consequently, Gittell (2006) propose shared goals and mutual respect as 

indicators that emphasise the energy and emotion of coordination. 

Shared goals – Being connected through common goals stimulates acting in the interest 

of the overall work process. This stems from Gittell (2006) research in which she shows that 

when there is a lack of common knowledge, timely communication is not possible, relationships 

of common goals are undermined. This makes people focus too much on their own instead of 

the common. 

Mutual trust - Relationships based on mutual respect encourage employees to appreciate 

the contribution of others, taking into account the effect of their actions on the progress of 

others. The communication focused on blame rather than problem-solving communication 

undermined mutual respect (Gittell, 2006). 

So, according to Gittell (2006), all three aspects are of importance to create 

relationships. These interdependent coordinated collective actions reinforce and are reinforced 

by four factors: frequent, timely, accurate and problem-solving communication (Gittell, 2006). 

With regard to accurate communication Faruquee et al. (2019) highlight the importance of two 

way communication via face-to-face or telephone communication rather than one way 

communication.  

 

2.2. Relational form of organising  

The relational form of organising has three characteristics; (1) based on reciprocal relationships, 

(2) relationships are emergent and informal, and (3) relationships tend to be personal (Gittell & 

Douglass, 2012). The weakness of the relational form of organising is the reliance on personal 
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ties, which hinder sustaining reciprocal relationships over time. Sustaining is difficult because 

it is commonly accepted that a relational form of organising is not designed but rather emerges 

based on the shared experience of organisational participants (Gittell & Douglass, 2012). As a 

result, informal relationships are identified as the foundation of structures which makes 

sustaining difficult. Although relational organisational form obstructed sustainability, research 

shows that a facilitator for coordination in sustaining relational form of organising is role-based 

reciprocal interrelating by using cross-cutting structures combined with reciprocal interrelating, 

i.e., relational bureaucracy hybrid (Gittell & Douglass, 2012). Role-based reciprocal 

interrelating can be created according to RCT literature by implementing relationships into 

roles based on ten cross-cutting structures, called structural interventions or formal structures 

(Bolton et al., 2021; Gittell & Douglass, 2012). The emphasis is on relational structures rather 

than design structures which is in line with spontaneous coordination. 

 

2.3 Cross-cutting structures that strengthen RC  

Bolton et al. (2021) presented in their systematic review concerning relational coordination ten 

cross-structural structures that strengthen RC.  

(1) Shared accountability and rewards – Cross-functional accountability stimulates 

people to focus on problem-solving mechanisms of communication rather than blame and take 

a broader perspective regarding optimization of goals (Gittell et al., 2010). Therefore, shared 

accountability is linked to strengthening both shared goals and problem-solving 

communication. So, research has demonstrated that shared rewards support goal commitment 

and coordination (Gittell et al., 2010).  

(2) Shared conflict resolution – when multiple perspectives are included in conflict 

resolution by focusing on articulation and accommodation of those perspectives, it will support 

shared understanding of the work process (Gittell et al., 2010). Additionally, when the multiple 

perspectives are taken into account, it will stimulate the relationships during coordination. So, 

both shared knowledge and mutual respect are influenced by shared conflict resolution.  

(3) Relational job design – Relational job design consists of two opposing qualities, 

clear roles and fluidity across role boundaries, which both proved to strengthen relational 

coordination and vice versa (Bolton et al., 2021). Fluidity across role boundaries was crucial as 

professions can substitute each other, stimulating shared goals (Solberg et al., 2014). Besides, 

research shows that standardized job roles as part of relational job design in primary care 

strengthened relational coordination. This because it ensured the development of shared 
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expectations, created visibility of team members work and less inefficient work (Cromp et al., 

2015).  

(4) Relational leadership roles – Research showed that relational leadership roles 

strengthen relational coordination when leaders facilitate building high-quality relations within 

the team rather than between teams (Huber et al., 2020).  

(5) Boundary spanner – The role of boundary spanners implies sharing and translating 

information between groups (actors, departments, branches, organizations, cultures, etc.) in 

order to create mutual understanding and needs (Patru et al., 2015). Moreover, they make it 

possible to continuously absorb new information (Gittell et al., 2010). Therefore, the presence 

of a boundary spanner is related to strengthen shared knowledge, frequent-, and timely 

communication.  

(6) Shared meetings – Meetings provide the opportunity to discuss things on the spot 

interactively. The use of cross-functional meetings is expected to be helpful as it connects 

people from various groups. Besides, face to face communication is highlighted as relevant for 

effectively communicating due to high bandwidth, immediacy and the ability to build 

connections based on nonverbal cues (Gittell et al., 2010). Therefore, shared meetings are 

expected to strengthen shared goals, shared knowledge and the accuracy of communication.  

(7) Shared protocols – Research on shared protocols and RC shows that shared protocols 

strengthen relational coordination and vice versa as they ensured more concrete and structured 

communication (Solberg et al., 2014). Based on visibility related to the work process and 

showing the interdependencies between tasks executed by the various stakeholders engaged 

(Bolton et al., 2021).  

(8) Shared space - shared space is identified as cross-cutting structures which strengthen 

relational coordination based on the creation of proximity and face-to-face communication 

(McEvoy et al., 2011). A lack of face-to-face communication is identified as challenging 

concerning shared information (Bligaard Madsen & Burau, 2021).  

If Living Labs participants can embed the relationships into roles rather than personal 

ties, sustaining reciprocal interrelating over time can be succeeded. The structural interventions 

of ‘selection and training for teamwork’ and ‘shared information’s systems’ have also gained 

evidence for a bi-directional relation but lack predictable effects as studies also report null 

results (Bolton et al., 2021).  

(9) selection and training for teamwork - Selection for cross-functional teamwork across 

functional boundaries affect communication and relational ties, particularly mutual respect 

(Gittell, 2000; Gittell et al., 2010).  Concerning training for teamwork, research shows that there 
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are positive signs for relational coordination when historical hierarchies are brooked down by 

interprofessional education (Manski-Nankervis et al., 2014). Moreover, research shows that 

shared goals, mutual respect, frequent-, timely-, accurate, and problem-solving communication 

improve when team interventions are implemented (Abu-Rish Blakeney et al., 2019).   

(10) shared information systems - concerning shared information systems, both positive 

and negative relations were detected. For example, Sebastian (2014) found a positive 

relationship between shared information systems and relational coordination when existing 

relational coordination exists. In contrast, Gittell (2000) emphasizes the negative relation 

between shared information systems and relational coordination due to using shared 

information systems as a substitute leads to weakened relational coordination.  

However, a note should be made that most of the research on cross-cutting structures 

and RC took place in organisational and intra-organisational research settings (Bligaard Madsen 

& Burau, 2021). 

 
2.4 Structural challenges of inter-organisational collaboration 

Research indicates three structural challenges when coordinating work in inter-organisational 

collaborations. The challenges are a lack of (1) organisational proximity, (2) technological 

proximity, and (3) geographical proximity (Knoben & Oerlemans, 2006). However, these 

structural challenges can be mitigated through relational coordination (Otte-Trojel et al., 2016).   

Organisational proximity is indicated as ‘the set of routines – explicit or implicit – that 

allows coordination without defining beforehand how to do so’  (Otte-Trojel et al., 2016, p. 76). 

Organizational proximity is a challenge within inter-organisational collaborations as 

organisational actors motives for engagement differ, and different actors face different realities 

(Bergvall-Kåreborn et al., 2009). This could be a potential danger if not managed well, as 

tensions and conflicts can foster strained relations and communication issues that impede task 

coordination (Lasker et al., 2001). Otte-Trojel et al. (2016) propose that relational coordination 

may facilitate organisational proximity between organisations by developing shared goals and 

mutual trust.  

The second proximity is technological. Technological proximity is described by Knoben 

and Oerlemans (2006) as ‘Technological proximity refers not to these technologies themselves, 

but to the knowledge actors possess about these technologies’  (p. 77). According to Knoben 

and Oerlemans (2006), technological proximity focuses on ‘what’ stakeholders exchange and 

the potential value of these exchanges (p. 78).  A lack of technical proximity influences the 

level at which interdependencies are recognized and the adaptation of shared goals (Bligaard 
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Madsen & Burau, 2021). To coordinate work while there is a lack of technological proximity, 

the development of shared knowledge among stakeholders involved and particularly tacit 

knowledge is highlighted as essential to mitigate this challenge (Otte-Trojel et al., 2016).  

The third proximity is geographical proximity and is defined by Otte-Trojel et al. (2016) 

as followed; ‘the extent to which two [or more] collaborating actors can have daily face-to-

face relations without prohibitive costs’ (p. 77). This is a challenge as Living Labs operate 

based on face-to-face, and IT approaches due to geographical distance as a Living Lab consists 

of a multidisciplinary group of actors. i.e., actors from different professions (Bergvall-Kåreborn 

et al., 2009). A lack of geographical proximity hinders knowledge transfer and innovation and 

mainly the informal exchange of knowledge (Bligaard Madsen & Burau, 2021; Knoben & 

Oerlemans, 2006). Although relational coordination is seen as a possibility to mitigate 

organisational- and technological proximity for geographical proximity, relational coordination 

can do little.  

 In addition to the proximities challenges in inter-organisational collaborations, there 

seems to be a challenge concerning ‘shared meetings’. Stjerne et al. (2019) propose that in 

supply chain dyads, meetings only positively influence RC when there is a relational space 

created by the meeting facilitators (i.e., establishing, activating, and resolving tensions by 

project actors).  This is important for the Living Lab, as in this case study, care-, welfare 

organisations and logistics partners participated.  

Finally, research shows a difference between professional groups. RC is better 

established among health professionals than between health professionals and other (primary 

care) professionals (Cramm et al., 2014). As a Living Lab consists of actors from multiple 

disciplines, this observation shows that this may be a factor of interest. 

 

2.5 RC development and cross-cutting structures   

In conclusion, relational coordination developed by Gittell (2000) consists of both 

communication and relationships and is strengthened by cross-cutting structures and vice versa. 

Moreover, ten cross-cutting structures strengthen relational coordination (Bolton et al., 2021). 

Although coordinating work in inter-organisational network settings is hindered due to lack of 

organisational-, technological and geographical proximity, Otte-Trojel et al. (2016) propose RC 

as a tool for mitigating these structural challenges.  

This study attempts to explore how work is coordinated in a Living Lab with this 

information in mind. Although there are three facets presented in the model of Bolton et al. 
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(2021): (1) RC development, and (2) cross-cutting structures that strengthen RC and (3) the 

link from RC to performance outcomes. This study focuses only on (1) RC development and 

(2) cross-cutting structures that strengthen RC. Therefore, a conceptual framework for this 

study is presented in figure 1. This one is based on the conceptual framework presented in the 

systematic review of relational coordination of  Bolton et al. (2021).  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 1 –RC development and cross-cutting structures based on the conceptual model of 
Bolton et al. (2021). 
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3 – Methodology  
This chapter covers this study’s methodological approach. Section 3.1 and 3.2 reports the 

research design and case description. Then section 3.3 and 3.4 discuss the data collection and 

data analysis method. Finally, in section 3.5, this study’s research ethics are discussed.  

 

3.1. Research design 

The dynamics of relational coordination (hereafter RC) was approached from a qualitative and 

exploratory embedded single interpretative case study design (Yin, 2013). A qualitative 

approach fitted best this research as the focus was on exploring the practical context in which 

decisions and actions of Living Lab participants concerning coordination of work took 

place (Myers, 2013). Moreover, a qualitative approach is well suited to gather information on 

the topic of RC (Myers, 2013). In order to provide a thick description of the organisational 

phenomena at a Living Lab, a data-driven (i.e., inductive) approach supported by sensitizing 

concepts based on RC is utilized. An inductive approach fits the emerging character of a Living 

Lab and the strong emphasis on exploration of this study. Exploring was essential as Living 

Labs are a novel type of open innovation. Therefore, a single interpretative case study design 

at a Living Lab setting in this study, Buur&Zo, was chosen. The data was analysed using the 

template analysis technique (Symon & Cassell, 2012).  

  

3.2. Case description 

To study the RC phenomenon in a Living Lab, I was able to access Buur&Zo, a Living Lab that 

organises services for elderly well-being within neighbourhoods located in Deventer, the 

Netherlands, via an ongoing research project in which my supervisor was involved. Unique 

about this setting was the explorative character in a real-life context combined with the various 

heterogenous stakeholders involved.  The parties affiliated with the Living Lab of Buur&Zo 

are health care providers, research institutes, support, governmental institution, logistic 

suppliers and well-being and care organisations. Those participants work together as a project 

team in order to design and implement services for elderly well-being.  Within this Living Lab, 

two pilots were running. One of the well-being organisations situated in pilot one was 

responsible for coordinating relevant stakeholders for both pilots to provide the inquired service 

for the elderly. In addition, there are ‘neighbourhood concierges’ who visit elderly persons. 

Their task was to signal and point the elderly to the right person or facilities in their 
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neighbourhood. The focus on RC is interesting for Buur&Zo as working processes concerning 

organising elderly well-being are highly interdependent. The neighbourhood concierges need 

to work closely with well-being and care organisations and product and service suppliers to 

refer them to them the right persons or facilities. These interdependencies are iterative as 

feedback processes are necessary to monitor the situation of the elderly. The uncertain factor in 

the work processes is the physical, mental and emotional condition of the elderly in the 

community. Finally, based on exploratory talks with the neighbourhood concierge, it appears 

that there are time constraints. As the Living Lab is in its infancy and neighbourhood concierge 

bears responsible for delivering several logistics and signalling of well-being. Furthermore, the 

setting recently became operationally after the pilot phase. Hence, this setting allowed 

exploring the development of RC. 

 
 3.3. Data Collection  

To ensure the credibility of this study, data triangulation took place utilising both semi-

structured interviews and a focus group, as detailed below (Lincoln & Guba, 1985).   

 

Semi-structured interviews 

The data were collected utilizing semi-structured interviews. Collecting data through semi-

structured interviews enabled gathering data consistently concerning relational coordination 

and supported the explorative character as the interviewee could talk freely (Myers, 2013). 

Besides, as the semi-structured interview guide consists of open-ended questions and allows 

follow-up questions, rich information about stories and events was gathered. Furthermore, since 

the study aimed to explore the development of relations and how to communicate between 

stakeholders in a Living lab to achieve coordination of work, the richness of the data helped to 

understand the phenomenon better.  

 In total, eight semi-structured interviews were conducted in which ten participants were 

involved. Furthermore, as this study was part of an ongoing research project, data from other 

researchers have also been used. Therefore, this study’s data consists of eleven semi-structured 

interviews in which thirteen participants took place, as shown below in table 1. Thereby, the 

interviews conducted for this study have taken place in cooperation with other researchers, so 

some questions are not in line with this specific research. Results related to these questions, 

which did not have added value for this study, are therefore not included in the analysis and 

results of this study. To select participants for the interviews, purposive sampling was applied 

(Symon & Cassell, 2012). Purposive sampling was applied concerning selecting participants 
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since it was crucial in this study to involve participants from diverse stakeholder groups (care, 

welfare, logistics). To select participants from the sectors a group consultation with the project 

leader, my supervisor, professor from the Master Strategic Management, Radboud PhD-

candidate, fellow research participants from Radboud University and HAN University of 

Applied sciences, project manager Innovation of a care organisation and owner of the welfare 

organisation attached to this project has taken place. Subsequently, the project manager reached 

out to the potential participants to inform them about the interviews. Then I approached them 

personally by e-mail to set a date. With the invitation to the interview, I attached an information 

and consent form validated by Radboud University, as further detailed in section 3.5, research 

ethics. This information and consent form is attached in appendix 1.    

 As a consequence of the COVID-19 pandemic, some of the interviews took place online. 

The Zoom or Microsoft Teams programme was used for this, as well as its recording facilities. 

All the interviews were structured in consultation with other researchers, which resulted in the 

following categories: (1) introduction, (2) alignment, and (3) growth and relations. The 

compiled interview guides can be found in appendix 2.  

Table 1 – Interview participants 
*This thesis is part of an ongoing research project; therefore, these interviews are performed by other 
researchers but included in this study  
 

Focus group 

The focus group was organised after the final individual semi-structured interview and 

consisted of nine participants. The group size was in line with Kitzinger (1995) criteria for 

 Sector Fictive name Duration of the 
interview 

1.  Welfare Voluntary service pilot 2 69,44 minutes  

2.  Welfare/ Care Welfare pilot 1  
Social team pilot 1 

72,33 minutes 

3.  Neighbourhood 
concierge 

Neighbourhood concierge pilot 1 
Neighbourhood concierge pilot 2 

85 minutes 

4.  Neighbourhood 
concierge 

Neighbourhood concierge initial 
phase 

85,25 minutes  

5.  Research Project management  71.06 minutes 
6.  Care Care organisation x participant 1  47,21 minutes  
7.  Care  Care organisation x participant 2 65,28 minutes 
8.  Logistics  Supplier a 36,21 minutes 
9.  Logistics* Supplier b 54,12 minutes 
10.  Care * Care organisation x participant 1a unknown 
11.  Welfare * Social team pilot 2  unknown 
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successfully conducting a focus group. The group of people was selected based on 

conversations with the project manager, my supervisor, and the owner of the welfare 

organisation after conducting the interviews. These consultations resulted in the choice to 

investigate the coordination between welfare and neighbourhood concierges in two different 

neighbourhoods. This was because it was essential to record best practices within the overall 

project framework and gain insight into coordination at the operational level. In addition, it 

controlled and deepened the information gathered by the semi-structured interviews in which a 

general outline of the current network has been mapped. By taking the most important themes 

from the interviews as a starting point and checking them with the focus group participants, 

member checking occurred. This strengthened the credibility of the research (Lincoln & Guba, 

1985). 

The focus group aimed to identify and clarify participants’ views on the development 

of RC in a Living Lab setting to provide input for the design of the blueprint. The themes that 

are discussed emerged from the semi-structured interviews and are categorised as followed: (1) 

Role definition, (2) Pilot 1 vs Pilot 2 coordination, and (3) Buur&Zo shared information 

systems.   

The focus group facilitator was my supervisor from Radboud University, as she was 

familiar with the case and has professional experience with facilitating focus groups. The 

facilitator took the interventionist’s role to urge the debate and encourage participants to discuss 

inconsistencies between roles (Kitzinger, 1995). While I, as a researcher, took the role of 

‘structured eavesdropping’, I focused mainly on listening to become familiar with talking, 

constructing arguments and terminology better to understand the coordination (Wilkinson, 

1998). Conducting a focus group allowed sharing experiences and voice of opinions on RC 

development, whereby the participants were encouraged to explore the importance of the issues 

(Kitzinger, 1995). The focus group data collection complement the semi-structured interviews 

as the emphasis was on group interaction which was not visible during individual interviews 

(Wilkinson, 1998).  

Sector Fictive name Duration 

Care 1. Social team pilot 1 (f) 

2. Social team pilot 2 (f) 

 

 

 

97,49 

minutes 

Welfare 3. Welfare pilot 1(f) 

Neighbourhood 

concierge 

4. Neighbourhood concierge pilot 1 participant 1(f) 

5. Neighbourhood concierge pilot 1 participant 2 (f) 
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6. Neighbourhood concierge pilot 2 participant 1 (f) 

7. Neighbourhood concierge pilot 2 participant 2 (f) 

Research 8. Radboud participant 1 (f) 

9. Radboud participant 2 (f) 

Table 2 – Participants focus group  

 
3.4 Data Analysis 

The data collected from the interviews were recorded and transcribed verbatim to ensure that 

the data analysed is accurate and with that the degree of dependability of this research (Stuckey, 

2014). After this, a context mapping session (i.e., group analysis) with the supervisor, PhD 

candidate, and fellow thesis students who also researched within a Living Lab, took place. All 

these participants had analysed two interviews and selected 8-15 quotes per interview, which 

captured the most interesting insights from the interviews. During the session, everyone 

presented their insights based on the quotes. Insights based on the presentation of cards shed 

light on the themes emerging from the data. The two overarching themes which emerged were: 

(1) the role of the neighbourhood concierges and (2) prerequisite of coordination of work in a 

Living Lab. The subthemes concerning the role of the neighbourhood concierge were unclarity 

about the role, question of identity, role description, and role distribution. The subthemes of the 

second overarching theme were success factors of collaboratively coordinating work, IT 

systems and tensions between stakeholder groups. The context mapping session created a better 

understanding of the patterns in the data and has acted as an initial stage of the template analysis, 

namely as a coding template.   

Subsequently, the concept mapping session was followed by data coding. A template 

analysis technique was chosen based on the flexibility this technique offered concerning coding 

and the opportunity to use RC as a priori themes. Various perspectives were included in the 

analysis (Symon & Cassell, 2012). During the coding process Atlas. Ti, a Qualitative Data 

Analysis software, was used to structure the data to discover patterns. The first coding phase 

focused on iteratively adjusting the template by analysing all the interviews again using the 

designed template and, based on that, adding or removing specific themes that had been created 

in the concept mapping session. All quotes related to the themes were in Atlas.ti linked through 

codes. This allowed us to stay close to the actual statements made in the interviews. This 

ensured the confirmability of the study’s data (Tobin & Begley, 2004). Subsequently, those 

emerging themes were coupled with integrative themes. The main themes which emerged in 

the data were (1) network building (i.e., coordination of work) and (2) role development. For 
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the focus group analysis, the final template of the semi-structured interviews was taken as 

starting point. Everything else concerning the coding process was the same as with the semi-

structured interviews. Except that specific focus was now placed on the impact of the group 

dynamic (Kitzinger, 1995). As the focus group zoomed in on the main themes out of the 

interviews, two conditions emerged. These were added to the coding template. The final coding 

template is shown in table 3. The codebook with illustrating quotes per theme is presented in 

appendix 3. As predicted in advance based on the sensitising concepts related to RC, the various 

themes were linked to each other. These connections were taken into account when writing 

down the findings in the results chapter. A thick description is provided of the results which is 

seen as the researcher’s responsibility to ensure that researchers who want to use the findings 

of this study can assess the transferability themselves.  

1. Network building  

1.1. Pilot 1  

1.1.1 importance of a core team 

1.1.2 informal contact at the operational level 

1.1.3 communication lines under development  

1.1.4 role of previously established relations 

1.2 Pilot 2  

1.2.1 hinder as result of external event 

1.2.2 importance of introductory talks 

1.2.3 communication lines and relationships in its infancy 

1.3 Pilot overarching  

1.3.1 best practice for collaboration; selecting for teamwork and training    

1.3.2 communication lines within professions 

1.3.3 relationships between stakeholder groups  

2. Role development  

2.1 Role definition 

2.1.1 Impact of role definition/ task description 

2.1.2 role definition various stakeholders’ perspectives  

2.1.3 seeing each other as complementary 

2.1.5 role of IT and sharing information 

2.1.6 importance of suppliers in collaboration 

2.2 Identity challenge  
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2.2.1 conflicting identities stakeholders  

3. Condition 1 – shared location  

3.1.1 role of physical proximity  

3.1.2 role of organisational proximity   

3.1.3 importance to show results to involved stakeholder groups 

3.1.4 importance of representative of different roles situated at the shared location 

4. Condition 2 – consultation structures  

4.1.1 planned shared meetings 

4.1.2 boundary-spanning activities 

Table 3 – final coding template   

 
3.5 Research ethics  

This study was conducted based on the six domains of research ethics, multiple activities were 

planned to ensure responsible conduct of research (Pimple, 2002). First, the selection of 

participants was discussed in advance with the project manager. Then the project manager 

firstly approached every participant and informed them about the participation. Next, the 

participants were approached by email in which was mentioned that participation was 

voluntary, and they have the right to withdraw at any time.  Furthermore, an information and 

consensus form in line with ethics and privacy guidelines from the Radboud University was 

agreed upon by participants. To ensure confidentiality, the data of this study was only stored 

on a laptop with a password and shared in a secured online environment (HAN portal) set up 

by the project organisation, which ensured that only authorised persons could access the data.  

Next to privacy and confidentiality, ensuring anonymity was crucial in this study. 

Ensuring anonymity was a challenge in this study as the multiple roles are mainly represented 

by one or a few persons per organisation. Hence, to ensure participants’ anonymity in this study, 

the names of participants’ functions are replaced by sector indications. This ensures that no 

direct link can be made between who from which organisation made the statement. Finally, to 

avoid plagiarism as part of research misconduct, all text-based on prior research is cited and 

presented based on APA 7th style.  
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4 – Results 
This chapter encapsulates this study’s insights into how relationships and communication were 

built in a Living Lab focused on organising services for older people’s well-being.  Insights 

into lines of communication and relationships helped to understand the challenges of 

coordinating work. Therefore, this chapter will start with a short context and setting description 

followed by section 4.1, which presents an overview of how the work was coordinated. Then, 

in section 4.2, role development is explained. Lastly, section 4.3 and 4.4 covers the two main 

conditions cited by stakeholders in the living lab to ensure the viability of organising 

prevention. 

 

Context and case setting  

The Buur&Zo project was launched to connect care, welfare, and logistics to organise self-

management, prevention and safety for the elderly in their neighbourhood. The Buur&Zo 

project started in 2019 with a pilot in neighbourhood x of Deventer with one person in the new 

role of neighbourhood concierge. After a test phase, February 2021 marked the start of phase 

two within this pilot called Buur&Zo 2.0. In this second phase, the welfare organisation situated 

in the pilots’ neighbourhood became temporarily organisationally responsible because the 

official organisation form and ownership had not yet been established.  Moreover, two new 

neighbourhood concierges have been hired. In addition, from March 2021 onwards, Buur&Zo 

has scaled up and started a second pilot in another part of Deventer. This second pilot had two 

own neighbourhood concierges. Both pilots were running during this study.  

 

4.1 Coordination of work in a Living Lab  

As shown in the context and case setting, two pilots were running under one project called 

Buur&Zo. Hence, first, the unique characteristics per pilot regarding work coordination are 

presented and then the pilot overarching characteristics. 

 

4.1.1 Coordination of work in pilot 1 

Uniquely for pilot one was the emerged core team consisting of the owner of the welfare 

organisation, social team and neighbourhood concierge. This core team was central in 

collaboratively organising services for elderly well-being. The strength of this core team was 

that they, together as a team solved problems related to the elderly in the neighbourhood. They 

did this by communicating both timely and frequently as a result of short lines of 

communication established through shared training in which they got to know each other, 
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informal coordination at a shared location, scheduled weekly meetings and building on existing 

connections. The informal communication that was established took place through telephone 

conversations, via WhatsApp and face to face ad-hoc conversations on location. 

 

I think it is precious that we have a location. In addition, that the project had already 

been running for one and a half years. So, we can build on that. We know social team worker 

x, who has been working in the neighbourhood for 12/13 years. Well, welfare organisation x 

has been here for five years plus a few years. For example, I visited a resident who lives next 

door to a volunteer who has worked here with welfare organisation x for twenty years. You 

have those lines all day long, and we do get much pleasure from that. Certainly, in the 

beginning, when we were new, x from the social team helped us right away, and that works 

very well. – Neighbourhood concierge pilot 1 participant 1 (f) 

 

In addition to the core team, neighbourhood concierges had face-to-face contact at the 

hub with suppliers and telephone contact to coordinate deliveries. 

 

The agreement is that we will get x brought to the Hub by our delivery man. Before the start, 

we have spoken with neighbourhood concierge X and neighbourhood concierge X, the 

delivery people. To agree on a few things, we have telephone contact with the deliverers next 

to this. However, that does not go through me but through one of the assistants. Furthermore, 

they often come at the end of the day to return X as sometimes someone is not at home or 

patients give something that has to be returned to the pharmacy. So, there is always a brief 

moment of consultation. - Supplier a 

 

Lastly, one of the employees of the healthcare organisation affiliated with the project 

mentioned that she was busy making connections between care organisation workers (except 

social team) and neighbourhood concierges, which indicated that she was operating in the role 

of boundary spanner. However, only a few online introductory talks had taken place. So, the 

connections were still under construction. Neighbourhood concierges perceived a lack of 

connection with care organisations (except social team) as a hindrance to welfare delivery.   

 

I sometimes notice that when I come to give medicine to one of the older people, the door is 

opened by someone from the home care service of X. I do not want to say that they are your 

colleagues, but you do work together. Nevertheless, those people have no idea who we are. I 
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would like to get to know them.  That they recognise me as we both visit the same people.  – 

Neighbourhood concierge pilot 1  

 

4.1.2 Coordination of work in pilot 2  

In pilot two, there was no core team yet. Neighbourhood concierges had a hub location, but 

there was no activity due to the COVID-19 pandemic. Next to the lack of activity in pilot two 

at the hub, the lines with suppliers were laid, resulting in few delivery moments and referral 

opportunities for the neighbourhood concierges. In addition, there were no planning or casuistic 

discussion or coordination with other stakeholders, only occasionally on an ad hoc basis with 

the social team. Consequently, there was not yet proper coordination with each other as the 

project manager said: 

 

For example, neighbourhood concierges took someone to the vaccination centre. While the 

social team should have passed on the call to the voluntary help service because they drive 

people to the vaccination centre.  However, you see that this cooperation is still in its infancy; 

it is new, so that is the challenge. Shaping it, making it run smoothly. That people can find 

each other. – Project management 

 

Neighbourhood concierges mainly independently started to make contacts with various 

suppliers, volunteers, and social team to get acquainted, which helped them build connections. 

However, due to the low level of activity, they had not or barely been used. 

 

Yes, I have already spoken to them, because they are going to talk to everyone. Moreover, I 

also see them driving around now. I see them regularly; I see the car. – Voluntary service 

pilot 2 

 

I must say that they find us better and better—the case manager of x, the district nurse of x. 

We get quite a lot of requests now. This is because we have made our acquaintance. They 

know our face and know where we are because they have been here. However, it just needs 

time; it will develop. – Neighbourhood concierge pilot 2 participant 1 (f) 

 

Lastly, in pilot two, several communication lines were established between stakeholder groups 

outside Buur&Zo. For example, within are or between the social team and welfare workers. 
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However, neighbourhood concierges are not yet taken into account in those initiatives. This 

was a consequence of COVID-19 and the initial stage of the pilot.  

 

In neighbourhood x, a Home Team consultation takes place once every eight weeks. This is a 

consultation in which the general practitioner, the Social Team and the neighbourhood care 

worker, who may be x or x or both, meet to discuss signals. That Home Team was always 

there, even before this project. This Home Team is going well. There is an agreement that the 

neighbourhood concierges can join, but this consultation has not taken place yet. To say 

something about whether this is valuable and additional, I think you need to be six months 

further on. – Social team pilot 2 

 

4.1.3 Pilot overarching coordination  

In this study, relationships and communication lines within a profession, between 

neighbourhood concierges and coordinator from the welfare organisation, are established based 

on shared training.  

 

The four of us also followed a training course, 'the question behind the question', which a 

prevention worker gave. The four of us (neighbourhood concierges) got to know each other 

well. It is a team, and yes, sometimes you get messages at eleven o'clock in the evening when 

welfare worker X is still working late.  – Neighbourhood concierge pilot 1  

 

As a result of the shared training, the frequency of communication increased since they knew 

each other, making the approachability easier. Nevertheless, also this line appeared to be under 

development as there were no shared meetings between the neighbourhood concierges of the 

pilots, which influenced mainly the accuracy of communication.   

Second, there was one overarching vision and project management were responsible 

for pilot one and pilot 2. To create the shared vision, selection based on teamwork took place. 

The selection criterion was ‘enthusiasm’ and resulted in collaboratively pursuing the shared 

vision, as the project manager said: 

 

I want people who are actively involved to see where we can make progress, so the 

group you are working with, now they are all entrepreneurs as well, see it through. Moreover, 

they support the shared vision. – Project management  
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Lastly, concerning the coordination of work between stakeholder groups, there were 

challenges, for example, between neighbourhood concierges and project management. Project 

management referred to a lack of communication with neighbourhood concierges due to 

hierarchical levels. At the same time, neighbourhood concierges pointed out the distance and 

way of communicating. In addition, the connection between care workers in the neighbourhood 

and neighbourhood concierges. This connection was still in its infancy in both pilots because 

they did not yet know each other. As a solution, one of the participants from the care 

organisation expressed the importance of time and contact moments, preferably in person, as 

crucial when building relationships.  

 

They did not yet know what we could contribute. I felt more like, uh you are not going to do 

what we are already doing – Neighbourhood concierge pilot 1 

 

A bit of time will help us in this respect. Trust is not something you do in a digital 

consultation. That remains a daily thing, of course. You have to build it up with each other. 

We did get acquainted digitally. We can find each other through the mail, teams and 

WhatsApp. But you notice that it is different from physical contact. In one way or another, 

there is a threshold to indicate that you find something meaningful. – Care organisation x 

participant 1a 

 

4.2 Role development  

Another finding was that stakeholders involved in organising services for elderly well-being 

(hereafter prevention) faced challenge concerning role development. This was next to network 

building, an overarching theme in this study.  

 

4.2.1 Role definition 

First of all, role definition was identified as crucial by all the stakeholders as the experimental 

nature of organising in a Living Lab has led to creating a new function when organising 

prevention, the neighbourhood concierges.  

 

You have care, logistics and welfare that need to be integrated, and the neighbourhood 

concierges are a new stakeholder group. Neighbourhood concierges connect the three 

industries, so to speak, yes, they are the centre. – Project Management 
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Together with the newly designed function of neighbourhood concierges, these three 

stakeholder groups were seen as the basis for organising services for elderly welfare. Since the 

neighbourhood concierges, in coordination with the other stakeholders, are seen as welfare 

providers. All involved stakeholders identified neighbourhood concierges' role as signalling 

and passed it on to existing stakeholders in the district.  

 

The neighbourhood concierges go into the neighbourhood by delivering meals, medicine or 

other products to get behind the front door. They are just extra eyes and ears in the 

neighbourhood. Moreover, as soon as they notice something care-related, they link it back to 

the social team. If it is not care-related, if it only has to do with loneliness or wanting to 

participate in certain things or going for a walk, it can go directly to welfare organisation x. 

The volunteers will take it up. However, it will be briefly discussed with the social team. – 

Welfare pilot 1  

 

All stakeholders highlight the signalling function criteria and the need for suppliers to get 

behind the door as indicators for neighbourhood role description.  As the project manager said, 

 

It is a story of complementing each other rather than being involved in taking advantage. 

With the supply’s neighbourhood concierge, contact the elderly and start having a chat with 

them. During these contact moments, neighbourhood concierges signal things, and if 

necessary, they pass it on to welfare or care. This depends on what is needed. You can see 

very clearly that it is an extension of each other in cooperation and if you start spreading that 

message, suddenly a lot more is possible. – Project Management 

 

Furthermore, all stakeholder groups mentioned the importance of suppliers to provide welfare 

as a neighbourhood concierge. As one of the care organisation representatives said; 

 

We noticed in the initial phase that the delivery moment is a very natural moment to literally 

come in with someone. Look, if you, as a care provider, are standing in front of the door wearing 

a jacket, so to speak, nobody wants care. When you come to the door with a package, because 

you've brought medicine, that's literally what we get back from the concierge the first time, then 

the front door opens slowly. The next time, the door opens a bit further, well the third time, she 
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says do you want to have a cup of coffee, so to speak.  The delivery moment has simply become 

a very important contact moment as well – care organisation x participant 2  

 

4.2.2 Role clarity  

During the initial phase, it turned out that the neighbourhood concierge would make the social 

map herself. This resulted in various (care/welfare) workers involved with the elderly in the 

neighbourhood visiting the same people without knowing each other. Consequently, the content 

of the work of the neighbourhood concierge has been adjusted, and new neighbourhood 

concierges have been hired. 

 

As of 1 February 2021, two neighbourhood concierges started in pilot one, and they now have 

a different job content than I had. So that means that they indeed deliver, and they signal and 

then it is picked up by others. – Neighbourhood concierge initial phase  

 

Moreover, job profiles were designed. Welfare saw the definition of roles through job profiles 

as a medium that has provided clarity and working towards a shared goal.  

 

With us (core team), the goals do not conflict. This is because we have made it very 

clear what belongs to you and what does not. All people have intrinsic motivation. That is the 

common goal, so welfare in the neighbourhood, looking out for each other, doing something 

for people, meaning something to people, is the common motive. By making it very clear that 

neighbourhood concierges are not professional and we are all here for one purpose. We have 

divided the functions and tasks, which provided clarity. – Welfare pilot 1  

 

However, in response to the statement proposed in the focus group that job profiles had 

provided clarity, the neighbourhood concierges reacted indignantly. Neighbourhood 

concierges, working on the operational level, did not recognise this as a reason for knowing 

what the job entails. Instead, they refer to the vacancy and first interviews in the position. 

 

I do not understand why role descriptions have provided peace of mind. At least not for me; I 

do not have a job profile either. I know what to do and whom to contact based on the job text 

and meetings at the start of my job. - Neighbourhood concierge pilot 1 participant 2 (f) 
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Although there is a difference in perception on how the role of neighbourhood concierge 

became clear, it appears that neighbourhood concierges experienced their role as 

straightforward. Nevertheless, a grey area was experienced by welfare, social team and 

neighbourhood concerning organising prevention concerning the role of neighbourhood 

concierges. Based on the focus group, it is not the neighbourhood concierges' role, which was 

unclear. Instead, it was the area of recording and exchanging data between various stakeholders 

involved.  

 

4.2.3 Role unclarity due to hindrance of shared information 

The possibilities for information exchange were perceived as a grey area due to the current 

legislation not yet geared towards prevention. For example, neighbourhood concierges that are 

not identified as care professionals could not access care-related information registered by the 

social team.  This resulted in impeded collaboration between various stakeholder groups as they 

all have their own protocols and authorisations.  

 

You are subject to a great many laws and regulations—especially privacy-sensitive 

information. The care workers are not allowed to share medical data, and that makes it 

difficult. On the other hand, it is more or less a lack of time for care workers. – Care 

organisation x participant 1a 

 

While information exchange on cases was perceived as a necessary condition to organise 

prevention.   

 

It is simply not possible for the neighbourhood concierge to go into the neighbourhood 

without background information. Information has to be shared. There is no other way to help 

these people. – Welfare pilot 1(f) 

 

Participants of the focus group mentioned the importance of consultation structures and shared 

space to discuss confidentiality informally. As the owner from the welfare organisation said: 

 

You can solve it together in a safe way. Maybe not according to the rules, but with integrity 

and according to the duty of confidentiality. Otherwise, you cannot do what you do. – Welfare 

pilot 1 (f) 

 



  Master Thesis – E.L.M. Linssen 

 30 

In addition, alignment between supplier and neighbourhood concierge is perceived as crucial 

since there were time limits for some supplies. However, because the various stakeholder 

groups had their organisational processes and systems, suppliers mentioned that they faced 

difficulties aligning them. 

 

Well, what we are doing now takes a lot more time than I thought it would. That is the 

transfer of information to align addresses and delivery routes. We have 140 patients per 

week, and sometimes there are exceptional circumstances. For some deliveries, you have a 

specific route for Buur&Zo, which is another route. So, we are still quite busy transferring 

that well. - Supplier a  

 

4.2.4 Identity challenges hindered neighbourhood concierges’ role  

Neighbourhood concierges cited the different interests of stakeholders involved, which made it 

difficult to carry out activities in the role of neighbourhood concierges.  

 

The different goals between logistics, welfare, care and project management are not in line. 

You notice that as a neighbourhood concierge because you have meetings or hear that project 

management decides that it can be done just like that.  We then sometimes feel like ‘yes, but if 

we want to do this in this way (for example, more medicine deliveries), then the whole welfare 

aspect is gone. While that is what we stand for.  On the other hand, we do have the realisation 

that you do need those suppliers. It is just a matter of finding the right balance every time. 

- Neighbourhood concierges’ pilot 1 and 2 

 

The contribution to the common goal from the various stakeholders was mentioned, for 

example, the motivation based on corporate social responsibility for the suppliers and the 

welfare of the elderly in the neighbourhood by care organisations. However, it turned out that 

even though everyone contributed to the common goal from his or her role, there was still a 

hindrance to the collaborative organisation. Hence, project management and care organisation 

representatives identified the importance of highlighting added value for each stakeholder 

group to ensure that they stay connected and support the overarching shared goal.  

 

I think that a concept can only continue to succeed, in my opinion, at the moment that it has 

added value for every participant somewhere. As soon as there is no added value for one 

party, they will undoubtedly drop out, so you must constantly look together. As yes, where is 
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the value for each part? So, I am also talking about healthcare, welfare, suppliers, of course. 

– Care organisation x participant 2  

 

As a result of all the challenges cited above, welfare, social team, and neighbourhood 

concierges from both pilot one and two discussed the conditions for the viability of a Living 

Lab in the focus group. Consequently, two main conditions related to network building and role 

development were highlighted: (1) shared location and (2) development of consultation 

structures. 

 

4.3 Shared location  

Having access to a shared location was one of the main conditions identified in the semi-

structured interviews and focus group concerning coordination of work in a Living Lab focused 

on organising services for elderly well-being.  

  

4.3.1 Physical proximity allows for sharing information and stimulates shared goal 

We found that for both welfare-related stakeholders and suppliers’ physical proximity was 

perceived as necessary. First of all, the social team, welfare and neighbourhood concierge 

situated at a shared location highlighted the informal contact moments established based on 

physical proximity as crucial when coordinating work related to prevention. Physical proximity 

ensured a low threshold to exchange knowledge informally. According to one of the social team 

members, this resulted in timely and frequent communication about planning and casuistry.   

 

The advantage is that we are under one roof, that we meet each other —the low threshold, the 

accessibility. I do not have to call, and I do not have to e-mail; I do not have to go 

somewhere. That is just a walk-in as ‘oh you know’ or how often I pick up the phone and pass 

it on. This kind of things gives added value. It supports to react quickly and also intervene on 

time– Social team pilot 1  

 

Additionally, welfare-related stakeholders from pilot one reported that they communicated via 

phone calls, WhatsApp and informal meetings due to knowing each other. This informal way 

of communicating helped them to act quickly and be flexible, and to prevent extra care loading 

activities:  
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The neighbourhood concierge of the pilot one hub was out and about. They came to the 

house, and the neighbour opened the door. She was in a panic, and a lot was going on at 

home. Well, the community concierge also panicked and said: ‘We have to take action 

because things are not going well at all. So, they immediately called a person from the Social 

team, and person x got the file and said, ‘no, there is already enough help for her, tell the 

neighbour she can take it easy. There is already a lot going on around her. There is nothing 

wrong with her; this is all part of her’. Peace returned. No GP has been called; no 112 has 

been called. – Welfare pilot 1 

 

On the other hand, neighbourhood concierges from pilot two who did not have a shared location 

expressed that lack of a shared location hindered informal contact. As neighbourhood concierge 

from pilot two said,  

 

You just see that such a place in the neighbourhood, where there is activity, where the coffee 

is ready. Yes, that is a kind of magnet. If you do not have that magnet because it is either 

closed by Corona or just not there at all, it becomes more complicated.   

– Neighbourhood concierge pilot 2 participant 1 (f) 

 

Second, informal contact established based on mainly face-to-face communication at 

the hub, which ensured shared information about experiences of the elderly related to supplies.  

This shared information is established based on informal contact moments resulting from a 

shared location as valuable for suppliers. The neighbourhood concierge stated:   

 

We have experienced numerous times that we have given feedback to suppliers and benefited 

from it. X, who then either gives us the wrong medicine or far too much. We have all given 

feedback and done that. We now have almost weekly contact with supplier a, and we provide 

feedback—the same for the meals. Every time the empty boxes are taken away, we contact 

and talk about the meals and how much people like them. So, I notice that supplier x, in this 

case, is pleased with it. That feedback, I know for sure, is also added value for the supplier. – 

Neighbourhood concierge pilot 1 participant 1(f) 

 

Suppliers confirmed the added value due to contact with neighbourhood concierges about 

supplies but experienced it as a small amount of feedback. 
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Well, for example, they came to a patient and, uh, he had been given medication, but he did 

not take it. So, there was a whole supply there, and then the district coach asks, 'shouldn't you 

take it' 'no, she says I do not have to take it and how that works because we do deliver it and 

order it in one way or another, but it is not taken. You do find out then as an example or, uh, 

what I told you before, in terms of side effects, of course, that someone experiences specific 

symptoms; I do have a few examples of that. However, I find that difficult to estimate whether 

that makes a difference because of Buur&Zo and the quantity. - Supplier a 

 

Since the situation changed continuously during the research because it was in the middle of 

the operational roll-out phase, it was difficult to explain the difference in perception regarding 

feedback to suppliers. What could be observed is that the importance of feedback is experienced 

as necessary for accurate communication by both the neighbourhood concierges and the 

suppliers themselves, which was mainly due to informal conversations at the hub but also 

because project management had feedback on things as one of the suppliers said,  

 

I sometimes get lovely messages from project management saying that medicine was brought 

to a lady and product x was collected from you. In terms of efficiency, that is, of course, 

super. In terms of communication, I am told immediately, and I like that. – Supplier b 

 

Furthermore, next to creating “shared knowledge”, the feedback resulting from communication 

between neighbourhood concierge and supplier is perceived as essential for developing shared 

goals. Since stakeholders recognized that in a Living Lab, it is not only the individual, 

organisational interests that make it difficult to pursue a common goal, but also the presence of 

a project organisation that wants to complete the business case, mainly focused on financial 

feasibility.  

 

That will be the biggest challenge: the welfare, attention for people, and suppliers stuck with 

times. And then, there is the project organisation that wants to close the business case. That is 

a long way off because if you start making many deliveries, well-being will be in trouble. – 

Welfare pilot 1 

 

Projects management’s goal to develop a business case ran alongside the already existing 

conflict goals of care, welfare and suppliers. This came into play due to the experimental and 
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innovative nature of a Living Lab. However, there was still talk of a project rather than an 

organisation with a lack of organisational proximity.   

As it turned out, suppliers are a significant contributor to the financial part of the project. 

Project management highlighted the importance of insight into results and added value for 

suppliers to see the shared goal and the importance of feedback structures, which was in line 

with the statement earlier from the care stakeholders concerning added value for each 

stakeholder group.   

 

Person x says I need a report. As he needs to be able to show and justify this internally again. 

That he is putting money into prevention and the WMO and the WLZ, what they are allowed 

and what they can do - Project management 

 

Moreover, this was in line with observing the neighbourhood concierges who have experienced 

the feedback mechanisms established as valuable. Hence, the physical proximity that has 

provided personal contact and feedback is seen by stakeholders involved in the project as 

necessary to develop shared information and contribute to creating a shared goal. Therefore, a 

shared location for the care professionals and the neighbourhood concierges was seen as a 

necessary resource to achieve this physical proximity. 

 

I found that a condition for myself was that the neighbourhood concierges were linked to the 

social team. Why? Otherwise, you create a line next to the social team where you both have 

your social map while there was already something here. It is better to complement each 

other than to have something running parallel that does not communicate with each other and 

comes to the door of the same people in the same neighbourhood. So that was somewhat of a 

condition in my mind that I said it is possible to have Buur&Zo and neighbourhood 

concierges. The condition is that it is connected to the social team and that they are the ones 

who are in charge, they have file information, they are professionals, they know, and they 

have already put everything in place in the neighbourhood. So, neighbourhood concierges are 

just an excellent addition to that. 

 – Welfare pilot 1 

 

We meet occasionally, and if there is something, we contact each other again. I would prefer 

to be located in the same location as the neighbourhood concierges. – Social team pilot 2 (f) 
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The lack of mutual communication between neighbourhood concierges and the social team 

made them see each other as competition instead of cooperation in the neighbourhood which 

hindered the development of a shared goal mentioned already in the coordination of work 

within pilot 1.  

Concerning achieving collaboration between suppliers and neighbourhood concierges’ 

informal meetings at the hub were considered sufficient. Since mutual coordination is achieved 

and feedback can be given.  

 

4.4 Consultation structures  

After a shared location, the development of consultation structures was one of the leading 

solutions identified in the focus group concerning coordination of work in a Living Lab focused 

on organising services for elderly well-being. 

 

4.4.1 Shared meeting to establish effective communication 

Despite physical proximity and the opportunity to communicate face-to-face, the 

neighbourhood concierge perceived informal communication methods not as sufficient for 

effectively communicating. Therefore, consultation structures were crucial for effectively 

communicating and creating “shared information” as a lack of consultation hindered seeing the 

overall work process. 

 

I do miss consultations, also that I am curious about what you are doing. From my 

perspective, we need to organise once a fortnight with the four of us, including the owner of 

the welfare organisation as coordinator. Just shortly discussing what you are doing, how you 

are doing it, and which challenges you face. I did miss that. – Neighbourhood concierge pilot 

2 participant 1 (f) 

 

Moreover, there is referred to the further development of consultation structures based on the 

perception that ‘only informal alignment lacks the accuracy of communication’. Accuracy of 

communication when organising prevention is perceived as crucial since they worked with the 

same persons and otherwise strange situations arose.  

 

That word 'feedback'. This is something that we often have together. We should also perhaps 

consult more with x from voluntary services. A resident died recently who was very well 
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known to welfare organisation X but whom we did not know. So, I think some coordination is 

still needed there. That we know who is already known here. – Neighbourhood concierge pilot 

1 participant 2 (f) 

 

Since various stakeholder groups necessarily needed to communicate, the importance 

of boundary spanners is highlighted. The project manager and welfare-related stakeholders 

cited a lack of time of the boundary spanner to explain the absence of the desired consultations 

and mutual coordination on the operational level.  

 

The difference is indeed what did not go well and what I had in mind was that I do not have 

the time to sit on top of it. For example, to organise two or three consultations a week. Once 

in pilot 2, once in pilot one and once in plenary together. The management also ended up 

here, and that management, yes is excellent, but if you have two companies, you lack the time, 

and everyone starts doing their own thing and look at it in its way. I think we did the right 

thing, OK, if you go into the neighbourhood, then at least you know where you need to go. We 

put the volunteers around it in pilot 1. However, structural consultation and planning did not 

get off the ground, at least on my part. The social team did, and they have weekly client 

meetings with neighbourhood concierges in pilot 1. – Welfare pilot 1(f) 

 

We told her owner welfare organisation) that she gives feedback or is the contact person for 

the neighbourhood concierges. But in the rush, she is running up against her limits. Well, 

extra help is needed with coordinating so for the operational matters back and forth. It's just 

nice to have someone who can take care of that. – Project management 
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5. Discussion  
This final chapter provides a discussion and conclusion on the results. Section 5.1 covers the 

main findings of this study in relation to the existing theory. Section 5.2 marks this study’s 

managerial and academic implications. Section 5.3 provides this study’s limitations and 

recommendations for further research. Lastly, section 5.4 finishes this study with a reflection 

on the role of the researcher.  

 

5.1 Discussion of results    

The study aimed to investigate how actors involved in a Living Lab coordinate work. For this 

purpose, the following question was central: How do actors involved in innovative approaches 

organising services for elderly well-being coordinate their work? Based on the literature review 

in chapter two, the following seven dimensions were expected to be essential for the 

coordination of work: shared goal, shared knowledge, mutual trust, frequent-, timely-, accurate-

, and problem-solving communication (Gittell, 2006). Although mutual trust is considered 

necessary in the literature, this study yielded less insights on this dimension. The participants 

referred mainly to ‘getting to know each other’ and the desired lines of communication that go 

with it to establish relationships. This does not entail that mutual trust is not considered essential 

for coordinating services for elderly well-being in neighbourhoods, but establishing 

communication is essential for building mutual trust. Besides, ten cross-cutting structures were 

proposed to strengthen RC.  Although the literature indicates this, this study shows that not all 

dimensions and cross-cutting structures were equally relevant when coordinating work in a 

Living Lab pilot phase organising services for elderly well-being. The cross-cutting structures 

recognized in this study are (1) selecting for shared training and teamwork, (2) relational job 

design, (3) boundary spanner, (4) shared meetings, (5) shared space, and (6) shared information 

systems. Although those cross-cutting structures are relevant, only two of them have received 

more in-depth attention in this study. According to research participants, (1) the presence of a 

shared location, and (2) developing consultation structures, i.e., shared meetings, were seen as 

crucial by the participants and should be directly included in the blueprint. These findings 

summarised based on the results provided in the previous chapter yield exciting insights with 

which the central question of this study. To elaborate on these insights, the two main conditions 

are presented below in line with existing literature.  

First of all, this study found that having access to a shared location is crucial to 

collaboratively organise services for elderly well-being. Stakeholders involved in the core team 

of pilot one, who had an up and running shared location, perceived this as helpful regarding 
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frequently and timely communication. Moreover, creating shared knowledge arose resulting 

from informal conversations. This finding showed that having access to a shared location when 

coordinating work in an emerging inter-organisational setting influenced relationships and 

communication. This finding is aligned with existing literature which found that a shared place 

can act as a facilitator for relational coordination (Bergman et al., 2016; Bligaard Madsen & 

Burau, 2021; Cromp et al., 2015; McEvoy et al., 2011).  

Second, this study shows that despite using formal structures (e.g., shared space and 

shared meetings in pilot 1), structural challenges as organisational proximity hindered the 

forming of relationships and particularly shared knowledge development. This finding differs 

from the study by Bligaard Madsen and Burau (2021). Since they propose that structural 

challenges do not hinder RC development in tasks directly related to the process. Hindrance 

concerning RC development observed in this study can be explained by a lack of management 

on the operational level, which could be why formal structures as shared meetings are not 

implemented across the project and only in parts of the project. Which in turn, is in line with 

McEvoy et al. (2011), who state that a relational workspace with adequate resources in the form 

of consultation structures related to a shared space supports the quality of coordination in 

dispersed networks. Thus, this study’s findings that the presence of a consultation structure at 

that shared location, as McEvoy et al. (2011) describes, is indeed seen as necessary. 

 Third, this study shows that the development of a shared goal is also related to the shared 

place, in this study, the hub. As neighbourhood concierges, project management and suppliers 

highlight the link between two-way communication established as a result of a shared location. 

This result is supported in previous literature that highlights two-way communication, mainly 

by phone or face-to-face, as a communication condition that supports collaboration and builds 

trustworthy relationships (Faruquee et al., 2019). So, here this study shows the relation between 

shared location as a cross-cutting structure with communication and the reinforcement between 

communication and relationships, which is in line with Gittell (2006) that highlight the 

reinforcement of relationships and communication and Bolton et al. (2021), who highlight the 

relation between shared space as cross-cutting structure and RC.  

Fourth, this study shows that the development of consultation structures was an enabler 

for communication and relationships. This result is supported in previous literature, which also 

found that shared meetings are a facilitator for developing relational coordination (Solberg et 

al., 2015). Moreover, the absence of shared meetings in this study is highlighted as to why 

mainly accurate communication and development of relationships are complex. Shared 

meetings in this study are value-adding as consultation structures helped them align work 
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activities and inform each other about cases, which aligns with the findings of  Gittell et al. 

(2010). As she referred to interactively coordinating tasks resulting from shared meetings. 

Additionally,  Stjerne et al. (2019) propose that relational space is needed in inter-

organisational meetings in the form of boundary-spanning activities. However, this is not 

directly supported in this study since it is not entirely clear whether it is only the lack of 

meetings that hinders relational coordination or the absence of a facilitator that hinders RC's 

effectiveness in this study. For example, neighbourhood concierges highlighted the interests in 

shared meetings with fellow neighbourhood concierges facilitated by welfare. Additionally, 

project management and a representative of the involved care organisation highlighted the lack 

of boundary spanning activities that resulted in a lack of consultation structures. Nevertheless, 

because in both cases, the lack of consultation structures and the role of boundary spanners are 

mentioned, it cannot be said whether it is actually due to a lack of relational space. 

Lastly, Cramm et al. (2014) referred to the difference in RC within health professions 

rather than among health professions. This study partly confirms this pattern as RC was better 

developed within the team of neighbourhood concierges than between care and neighbourhood 

concierges. However, in pilot one, RC was better developed within the core team than in pilot 

two, which shows that previously established communication plays a crucial role in RC 

development rather than differences between certain stakeholder groups.  

 
5.2 Managerial and academic implications  

The findings of this study suggest a need for a shared location. Finding a shared location where 

building on existing relationships is possible is a prerequisite for coordinating services related 

to elderly well-being in an emerging inter-organisational network setting. In this study, it 

concerns the connection between neighbourhood concierges and semi-professionals who are 

neighbourhood oriented. This combination showed that delivering welfare (prevention) as a 

new service seems possible. Moreover, this study suggested a need for developing consultation 

structures on an operational level in the form of shared meetings and feedback processes. Since 

organising solely based on informal contact moments causes planning, case discussion and 

mutual coordination to be hampered, it seems that formally organising this can play a significant 

role in the development of shared information and effectively communicating. In this study, it 

mainly concerns linking care, welfare and neighbourhood concierges. Finally, as the 

coordination of work has become transparent, participants and project management have 

insights into their position concerning the whole work process, which could help them improve 
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RC. Furthermore, this study’s insight into the coordination of work could help the project 

manager further develop the blueprint for the Living Lab.    

 This study also provides implications for research. It contributes to limited studies 

focusing on RC in inter-organisational networks, in particular cross-cutting structures that 

strengthen RC. The findings showed that shared space and shared meetings are the two main 

conditions to strengthen RC in such a context. Therefore, this study argues in line with Gittell 

and Weiss (2004) that shared meeting as a cross-cutting structure is transferable from intra-

organisational networks to inter-organisational networks. Moreover, this study deepens the 

relational coordination theory concerning emerging inter-organisational collaborations by 

showing that shared space seems to be transferable to the inter-organisational setting.  In 

addition, this study assumed that this is probably also the case for boundary spanner, selecting 

for teamwork and shared training and shared information systems. However, more in-depth 

research is required to determine this due to the limited attention concerning these cross-cutting 

structures in this exploratory study.    

 

5.3 Limitations 

When interpreting the findings of this study, several limitations should be kept in mind. First 

of all, in this study, we mainly focused on coordination between care and welfare (including 

neighbourhood concierges). The findings lacked input from suppliers due to time restrictions 

and the cancellation of an interview—consequently, less in-depth information from their 

perspective. Therefore, the findings do not reflect the views of all types of stakeholder groups 

ultimately. Moreover, the agreements with other researchers in this project affected data 

collection. Since most of the interviews are either done together or joint topic lists, this has 

ensured that not all questions could be dealt with or fewer questions on specific subjects. In 

contrast, the presence of other researchers ensured that the perspective of suppliers was 

included in the results of this study wherever possible—guaranteeing the fairness of the 

research. However, to improve the fairness of the research, further studies should aim for 

interviews in which each stakeholder group is equally represented and for a focus group in 

which all stakeholder groups are represented. 

Second, despite providing a detailed description of the data, the transferability of the 

findings to other contexts is limited as findings were highly context-specific. Therefore, this 

study needs to be replicated in other emerging inter-organisational network settings to test if 

the results apply to other contexts.  
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Third, this study’s conclusion is limited to the two main cross-cutting structures that 

seem to strengthen RC for coordinating work in a Living Lab rather than on all cross-cutting 

structures passed in the findings section. This study assumed that relational job design, 

boundary spanner, selecting for shared training and teamwork, and shared information systems 

also play a role in strengthening RC in inter-organisational network settings. Illustrative, 

boundary spanner is a cross-cutting structure that seems to strengthen RC because of creating 

moments to share knowledge in line with existing literature (Gebo & Bond, 2020). However, 

due to the limited attention concerning these cross-cutting structures in this exploratory study, 

more in-depth research is required to determine this. Therefore, further research should unfold 

these cross-cutting structures more in detail to test how and why those cross-cutting structures 

are valuable concerning RC in inter-organisational network settings.  

Fourth, this study showed that there might be a difference in RC development per phase 

of a Living Lab. As the focus of this study was not on RC per phase but more on RC in emerging 

inter-organisational settings, it will be interesting to test those cross-cutting structures per phase 

to capture this difference.  

Lastly, as the context had an emerging character, it was hard to define relations between 

the cross-cutting structures and RC development. Therefore, longitudinal research is necessary 

to understand the dynamic relationship between relational coordination and cross-cutting 

structures.  

 

5.4 Reflection on the role of the researcher 

I conducted this research by myself as a Master student in Organisational Design and 

Development. Based on my experience, I noted three main points. First of all, I am very thankful 

that I got the opportunity to research as part of the ongoing project of Buur&Zo. As I was part 

of an ongoing research project in which several stakeholder groups simultaneously researched 

their part, I learned to manage my expectations. I have learned to express my expectations very 

clearly and to keep participants continuously informed of my process. An example of how I did 

this is sending potential participants an e-mail with the timeframe I wanted to talk to them 

about. By clearly stating the objective, the added value for the participants and the time 

schedule, I found the cooperation very pleasant. The vast majority of the planned activities took 

place as planned. Unfortunately, a significant supplier cancelled. Since this was crucial to the 

study due to the small number of suppliers, I learned to anticipate quickly. I did this by asking 

other researchers to include my questions in their conversations with other suppliers. Although 

writing a thesis in such a complex project with several people involved was a challenge, I was 
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also able to use the advantages of a more significant amount of data. This ensured that the data 

quality could still be guaranteed, especially the fairness of the data in this study. 

 Second, I encountered some challenges related to the complexity of the project. For 

example, exploratory interviews, where I sometimes had trouble asking more in-depth 

questions focused on the research because I first had to understand the complex situation. This 

was also due to the constantly changing environment. I solved this by bringing up specific 

points of doubt in the focus group to get a clear picture still. I also noticed that by transcribing 

each interview immediately and taking the findings with me to the subsequent interviews, I 

sometimes asked suggestive questions. I solved this by asking many questions for examples, 

which allowed people to tell a lot from their own experience, thus allowing the perspective of 

the various stakeholders to emerge strongly.  

 Ultimately, In the focus group, I took on the role of observer. However, because I also 

supplemented the focus group leader with illustrative examples from the interviews, this 

sometimes caused me to become too involved in the discussion and to assert my interpretation 

and position based on the interviews. Because I had recorded the focus group and listened to it 

again with the notes, I solved this problem by only including objective observations in the 

analysis and staying as close to the data as possible and thus avoiding interpretations. 
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6. Conclusion 
This study shows how Living Lab participants coordinated work and which cross-cutting 

structures influenced the development of relational coordination. When coordinating work in 

emerging inter-organisational network settings, stakeholders were more likely to communicate 

effectively and build relationships if there was a shared space for representatives of different 

roles. Moreover, it was found that establishing consultation structures was identified as crucial 

for organising prevention collaboratively. In addition to these two main conditions, a lack of 

boundary-spanning activities hindered the coordination of work in emerging inter-

organisational network settings. While shared training and selection for teamwork were 

identified as supportive concerning the development of relational coordination. Furthermore, 

as a result of organising with various stakeholders and the linked issues concerning registering 

data, the use of shared information systems was complex and therefore did not strengthen RC.  

Lastly, there were contradictory statements for relational job design, so it is unclear what 

influence this has had on building relational coordination. 

 

 

 

 

 

 
  



  Master Thesis – E.L.M. Linssen 

 44 

Bibliography 
 
 

Abu-Rish Blakeney, E., Lavallee, D. C., Baik, D., Pambianco, S., O’Brien, K. D., & Zierler, 
B. K. (2019). Purposeful interprofessional team intervention improves relational 
coordination among advanced heart failure care teams. Journal of interprofessional 
care, 33(5), 481-489. https://doi.org/https://doi.org/10.1080/13561820.2018.1560248  

 
Ahaus, K. (2020). Organiseren van waardegedreven zorg vanuit patiëntperspectief. M. C. 

ESHPM.  
 
Berends, H., & Sydow, J. (2019). Introduction: process views on inter-organizational 

collaborations. In Managing Inter-organizational Collaborations: Process Views. 
Emerald Publishing Limited. https://doi.org/https://doi.org/10.1108/S0733-
558X20190000064001  

 
Bergman, A. A., Jaynes, H. A., Gonzalvo, J. D., Hudmon, K. S., Frankel, R. M., Kobylinski, 

A. L., & Zillich, A. J. (2016). Pharmaceutical role expansion and developments in 
pharmacist-physician communication. Health communication, 31(2), 161-170. 
https://doi.org/https://doi.org/10.1080/10410236.2014.940672  

 
Bergvall-Kåreborn, B., Eriksson, C. I., Ståhlbröst, A., & Svensson, J. (2009). A milieu for 

innovation: defining living labs. 2nd ISPIM Innovation Symposium, New York  
 
Bligaard Madsen, S., & Burau, V. (2021, Jan-Feb). Relational coordination in inter-

organizational settings. How does lack of proximity affect coordination between 
hospital-based and community-based healthcare providers? J Interprof Care, 35(1), 
136-139. https://doi.org/10.1080/13561820.2020.1712332  

 
Bolton, R., Logan, C., & Gittell, J. H. (2021). Revisiting Relational Coordination: A 

Systematic Review. The Journal of Applied Behavioral Science, 1-33. 
https://doi.org/https://doi.org/10.1177%2F0021886321991597  

 
Cramm, J. M., Hoeijmakers, M., & Nieboer, A. P. (2014). Relational coordination between 

community health nurses and other professionals in delivering care to community‐
dwelling frail people. Journal of Nursing Management, 22(2), 170-176. 
https://doi.org/https://doi.org/10.1111/jonm.12041  

 
Cromp, D., Hsu, C., Coleman, K., Fishman, P. A., Liss, D. T., Ehrlich, K., Johnson, E., Ross, 

T. R., Trescott, C., & Trehearne, B. (2015). Barriers and facilitators to team-based 
care in the context of primary care transformation. The Journal of ambulatory care 
management, 38(2), 125-133. https://doi.org/https://doi-
org.ru.idm.oclc.org/10.1097/JAC.0000000000000056  

 
Dille, T., & Söderlund, J. (2011). Managing inter-institutional projects: The significance of 

isochronism, timing norms and temporal misfits. International Journal of Project 
Management, 29(4), 480-490. 
https://doi.org/https://doi.org/10.1016/j.ijproman.2011.02.007  

 

https://doi.org/https:/doi.org/10.1080/13561820.2018.1560248
https://doi.org/https:/doi.org/10.1108/S0733-558X20190000064001
https://doi.org/https:/doi.org/10.1108/S0733-558X20190000064001
https://doi.org/https:/doi.org/10.1080/10410236.2014.940672
https://doi.org/10.1080/13561820.2020.1712332
https://doi.org/https:/doi.org/10.1177%2F0021886321991597
https://doi.org/https:/doi.org/10.1111/jonm.12041
https://doi.org/https:/doi-org.ru.idm.oclc.org/10.1097/JAC.0000000000000056
https://doi.org/https:/doi-org.ru.idm.oclc.org/10.1097/JAC.0000000000000056
https://doi.org/https:/doi.org/10.1016/j.ijproman.2011.02.007


  Master Thesis – E.L.M. Linssen 

 45 

Doekhie, K. D., de Veer, A. J., Rademakers, J. J., Schellevis, F. G., & Francke, A. L. (2014). 
Ouderen van de toekomst. Nivel.  

 
Dougherty, D. (1992). Interpretive barriers to successful product innovation in large firms. 

Organization Science, 3(2), 179-202. 
https://doi.org/https://doi.org/10.1287/orsc.3.2.179  

 
Faruquee, C. F., Khera, A. S., & Guirguis, L. M. (2019). Family physicians’ perceptions of 

pharmacists prescribing in Alberta. Journal of interprofessional care. 
https://doi.org/https://doi.org/10.1080/13561820.2019.1609432  

 
Gebo, E., & Bond, B. J. (2020). Improving interorganizational collaborations: An application 

in a violence reduction context. The Social Science Journal, 1-12. 
https://doi.org/https://doi.org/10.1016/j.soscij.2019.09.008  

 
Gittell, J. H. (2000). Organizing work to support relational co-ordination. International 

Journal of Human Resource Management, 11(3), 517-539. 
https://doi.org/https://doi.org/10.1080/095851900339747  

 
Gittell, J. H. (2002a). Coordinating mechanisms in care provider groups: Relational 

coordination as a mediator and input uncertainty as a moderator of performance 
effects. Management Science, 48(11), 1408-1426. 
https://doi.org/https://doi.org/10.1287/mnsc.48.11.1408.268  

 
Gittell, J. H. (2002b). Relationships between service providers and their impact on customers. 

Journal of Service Research, 4(4), 299-311. https://doi.org/https://doi-
org.ru.idm.oclc.org/10.1177/1094670502004004007 

  
 
Gittell, J. H. (2006). Relational coordination: Coordinating work through relationships of 

shared goals, shared knowledge and mutual respect. In Relational perspectives in 
organizational studies: A research companion (pp. 74-94). Edward Elgar Publishing 
Ltd.  

 
Gittell, J. H., & Douglass, A. (2012). Relational bureaucracy: Structuring reciprocal 

relationships into roles. Academy of Management review, 37(4), 709-733. 
https://doi.org/https://doi.org/10.5465/amr.2010.0438  

 
Gittell, J. H., Seidner, R., & Wimbush, J. (2010). A relational model of how high-

performance work systems work. Organization Science, 21(2), 490-506. 
https://doi.org/https://doi.org/10.1287/orsc.1090.0446 

  
 
Gittell, J. H., & Weiss, L. (2004). Coordination networks within and across organizations: A 

multi‐level Framework. Journal of Management Studies, 41(1), 127-153. 
https://doi.org/https://doi.org/10.1111/j.1467-6486.2004.00424.x  

 
Gray, B., & Purdy, J. (2018). Collaborating for our future: Multistakeholder partnerships for 

solving complex problems. Oxford University Press.  
 

https://doi.org/https:/doi.org/10.1287/orsc.3.2.179
https://doi.org/https:/doi.org/10.1080/13561820.2019.1609432
https://doi.org/https:/doi.org/10.1016/j.soscij.2019.09.008
https://doi.org/https:/doi.org/10.1080/095851900339747
https://doi.org/https:/doi.org/10.1287/mnsc.48.11.1408.268
https://doi.org/https:/doi-org.ru.idm.oclc.org/10.1177/1094670502004004007
https://doi.org/https:/doi-org.ru.idm.oclc.org/10.1177/1094670502004004007
https://doi.org/https:/doi.org/10.5465/amr.2010.0438
https://doi.org/https:/doi.org/10.1287/orsc.1090.0446
https://doi.org/https:/doi.org/10.1111/j.1467-6486.2004.00424.x


  Master Thesis – E.L.M. Linssen 

 46 

Huber, T. P., Rodriguez, H. P., & Shortell, S. M. (2020). The influence of leadership 
facilitation on relational coordination among primary care team members of 
accountable care organizations. Health care management review, 45(4), 302-310. 
https://doi.org/10.1097/HMR.0000000000000241  

 
Jong, B. M.-d., Wynia, K., & Geluk-Bleumink, A. (2018). Ageing Better in the Netherlands. 

In Gerontology. https://doi.org/10.5772/intechopen.74748  
 
Kitzinger, J. (1995). Qualitative research: introducing focus groups. Bmj, 311(7000), 299-302. 

https://doi.org/https://doi.org/10.1136/bmj.311.7000.299  
 
Knoben, J., & Oerlemans, L. A. (2006). Proximity and inter‐organizational collaboration: A 

literature review. international Journal of management reviews, 8(2), 71-89. 
https://doi.org/https://doi.org/10.1111/j.1468-2370.2006.00121.x  

 
Lasker, R. D., Weiss, E. S., & Miller, R. (2001). Partnership synergy: a practical framework 

for studying and strengthening the collaborative advantage. The Milbank Quarterly, 
79(2), 179-205. https://doi.org/https://doi.org/10.1111/1468-0009.00203 

  
 
Lincoln, Y. S., & Guba, E. G. (1985). Naturalistic inquiry. Sage Publications.  
 
Manski-Nankervis, J.-A., Furler, J., Blackberry, I., Young, D., O’Neal, D., & Patterson, E. 

(2014). Roles and relationships between health professionals involved in insulin 
initiation for people with type 2 diabetes in the general practice setting: a qualitative 
study drawing on relational coordination theory. BMC family practice, 15(1), 1-10. 
https://doi.org/https://doi.org/10.1186/1471-2296-15-20  

 
McEvoy, P., Escott, D., & Bee, P. (2011). Case management for high‐intensity service users: 

towards a relational approach to care co‐ordination. Health & social care in the 
community, 19(1), 60-69. https://doi.org/https://doi.org/10.1111/j.1365-
2524.2010.00949.x  

 
Mervyn, K., Amoo, N., & Malby, R. (2019). Challenges and insights in inter-organizational 

collaborative healthcare networks. International Journal of Organizational Analysis, 
27(4), 875-902. https://doi.org/10.1108/ijoa-05-2018-1415  

 
Myers, M. D. (2013). Qualitative Research in Business & Management. SAGE  
 
Otte-Trojel, T., Rundall, T. G., de Bont, A., & van de Klundert, J. (2016). Can relational 

coordination help inter-organizational networks overcome challenges to coordination 
in patient portals? International Journal of Healthcare Management, 10(2), 75-83. 
https://doi.org/10.1080/20479700.2015.1101911  

 
Patru, D., Lauche, K., van Kranenburg, H., & Ziggers, G. W. (2015). Multilateral boundary 

spanners: Creating virtuous cycles in the development of health care networks. 
Medical Care Research and Review, 72(6), 665-686. 
https://doi.org/https://doi.org/10.1177%2F1077558715590233  

 

https://doi.org/10.1097/HMR.0000000000000241
https://doi.org/10.5772/intechopen.74748
https://doi.org/https:/doi.org/10.1136/bmj.311.7000.299
https://doi.org/https:/doi.org/10.1111/j.1468-2370.2006.00121.x
https://doi.org/https:/doi.org/10.1111/1468-0009.00203
https://doi.org/https:/doi.org/10.1186/1471-2296-15-20
https://doi.org/https:/doi.org/10.1111/j.1365-2524.2010.00949.x
https://doi.org/https:/doi.org/10.1111/j.1365-2524.2010.00949.x
https://doi.org/10.1108/ijoa-05-2018-1415
https://doi.org/10.1080/20479700.2015.1101911
https://doi.org/https:/doi.org/10.1177%2F1077558715590233


  Master Thesis – E.L.M. Linssen 

 47 

Pimple, K. D. (2002). Six domains of research ethics. Science and engineering ethics, 8(2), 
191-205. https://doi.org/https://doi.org/10.1007/s11948-002-0018-1 

  
 
Quinn, R. W., & Dutton, J. E. (2005). Coordination as energy-in-conversation. Academy of 

Management review, 30(1), 36-57. 
https://doi.org/https://doi.org/10.5465/amr.2005.15281422  

 
Sebastian, I. M. (2014). The influence of information systems affordances on work practices 

in high velocity, high reliability organizations: A relational coordination approach 
[Honolulu]:[University of Hawaii at Manoa],[August 2014]]. 
http://hdl.handle.net/10125/100372 

 
Solberg, M. T., Hansen, T. W. R., & Bjørk, I. T. (2014). Oxygen and ventilator treatment: 

perspectives on interprofessional collaboration in a neonatal intensive care unit. 
Journal of Research in Interprofessional Practice and Education, 4(1). 
https://doi.org/https://doi-org.ru.idm.oclc.org/10.22230/jripe.2014v4n1a172 

  
 
Solberg, M. T., Hansen, T. W. R., & Bjørk, I. T. (2015). The need for predictability in 

coordination of ventilator treatment of newborn infants–a qualitative study. Intensive 
and Critical Care Nursing, 31(4), 205-212. https://doi.org/https://doi-
org.ru.idm.oclc.org/10.1016/j.iccn.2014.12.003  

 
Stjerne, I. S., Söderlund, J., & Minbaeva, D. (2019). Crossing times: Temporal boundary-

spanning practices in interorganizational projects. International Journal of Project 
Management, 37(2), 347-365. 
https://doi.org/https://doi.org/10.1016/j.ijproman.2018.09.004  

 
Stuckey, H. (2014). The first step in data analysis: Transcribing and managing qualitative 

research data. Journal of Social Health and Diabetes, 2(1), 6-8. 
https://doi.org/10.4103/2321-0656.120254  

 
Symon, G., & Cassell, C. (2012). Qualitative organizational research: core methods and 

current challenges. Sage.  
 
Tobin, G. A., & Begley, C. M. (2004). Methodological rigour within a qualitative framework. 

Journal of advanced nursing, 48(4), 388-396. https://doi.org/ 
https://doi.org/10.1111/j.1365-2648.2004.03207.x  

 
Weick, K. E., & Roberts, K. H. (1993). Collective mind in organizations: Heedful 

interrelating on flight decks. Administrative Science Quarterly, 357-381. 
https://doi.org/https://doi.org/10.2307/2393372  

 
Westerlund, M., & Leminen, S. (2011, October 2011). Managing the challenges of becoming 

an open innovation company: experiences from Living Labs. Technology Innovation 
Management Review, 1(1), 19-25.  

 

https://doi.org/https:/doi.org/10.1007/s11948-002-0018-1
https://doi.org/https:/doi.org/10.5465/amr.2005.15281422
http://hdl.handle.net/10125/100372
https://doi.org/https:/doi-org.ru.idm.oclc.org/10.22230/jripe.2014v4n1a172
https://doi.org/https:/doi-org.ru.idm.oclc.org/10.1016/j.iccn.2014.12.003
https://doi.org/https:/doi-org.ru.idm.oclc.org/10.1016/j.iccn.2014.12.003
https://doi.org/https:/doi.org/10.1016/j.ijproman.2018.09.004
https://doi.org/10.4103/2321-0656.120254
https://doi.org/
https://doi.org/10.1111/j.1365-2648.2004.03207.x
https://doi.org/https:/doi.org/10.2307/2393372


  Master Thesis – E.L.M. Linssen 

 48 

Wilkinson, S. (1998). Focus group methodology: a review. International journal of social 
research methodology, 1(3), 181-203. 
https://doi.org/https://doi.org/10.1080/13645579.1998.10846874  

 
Yin, R. K. (2013). Case Study Research: Design and Methods. (5th ed.). SAGE.  
 
 

  
  

https://doi.org/https:/doi.org/10.1080/13645579.1998.10846874


  Master Thesis – E.L.M. Linssen 

 49 

Appendix 1 – information and consent form interviews 
 

 
Research: Living labs Sustainable Supply Chain Management in Healthcare (SSCMH) NWO 
project 
Responsible researcher:  
Eva Linssen, Radboud University 
 

Partner research institutes SSCMH research: 

HAN University of Applied Science 

Saxion University of Applied Science 

VU University Amsterdam 

Eindhoven University of Technology 

Windesheim University of Applied Science 

 
Introduction 
We are asking you to participate in a scientific study. Participation is voluntary. Your written 
consent is required to participate. Before you decide whether you want to participate in this 
study, an explanation will be given on what the study entails. Please read this information 
carefully and ask the researcher if you have any questions. 
Beschrijving en doel van het onderzoek 
 
Description and purpose of the study 
In this project, we will investigate how to improve care logistics at Nijmegen (X) and Deventer 
(X) sites. We will first focus on the transport of goods. In Deventer, we will also investigate 
how we can combine this goods transport with offering care services and reducing loneliness. 
This service will be carried out by a driver who coordinates these three components. In this 
overarching study by Radboud, we focus on several points. First of all, we want to investigate 
how the costs and benefits can be shared fairly between the different parties. Second, we will 
also look at how cooperation can best be set up between the parties involved. Finally, we are 
interested in how the different concepts can be scaled up in the longer term. With these studies, 
we hope to contribute to the business model of both concepts to support their long-term success 
and affordability. 
 
What is expected of you? 
In this study, you will talk to one or more researchers from the SSCMH project named above. 
With your permission, the interview will be recorded using mobile recording equipment. 
During the introduction of the interview, the expectations and topics will be briefly discussed. 
Subsequently, several related questions will be asked. The interview will last between 1 and 1.5 
hours. If desired, the transcripts can be sent to you as a respondent. You, as a respondent, have 
the opportunity to have passages removed or edited before fragments may be quoted.  
 
 What happens with the data?  
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Scientists will use the research data we collect in this study for datasets, articles and 
presentations. The anonymised research data will be available to other scientists for at least ten 
years. If we share data with other researchers, it cannot be traced back to you.  
In this research, audio recordings are made. These recordings will be processed into transcripts, 
which will then be used by the researcher(s) for the stakeholder analysis. The transcripts will 
be anonymised, ensuring that the data could not be traced back to specific persons. However, 
the audio recordings themselves cannot be made completely anonymous due to the unique voice 
characteristics of individuals. The recordings and transcripts will be stored on Surf Research 
Drive's secure network drives. The transcripts will be shared with researchers from the SSCMH 
project. 
 
 
The internal administration of this study also requires personal data such as name and date of 

birth. These data are only accessible to the researchers and the data administrator.  

We store all research and personal data securely according to Radboud University guidelines. 

 

Voluntary 

Your participation in this study is voluntary. Therefore, at any time during the study, you can 

stop your participation and withdraw your consent. You do not have to indicate why you are 

stopping. You can also have your research data and personal details removed up to two weeks 

after participation. You can do this by sending an e-mail to X. 

 

Do you have questions or complaints about the study? 

If you would like more information about the study, now or in the future, please contact Eva 

Linssen (X).  

 

Advice on this research has been issued by the Ethics Assessment Committee Law and 

Management (EACLM). If you have complaints about the study, you can contact the researcher 

responsible.  

 

Or 

 

Contact the confidential Academic Integrity Advisors:  

Prof. X, via email: X.  

For more information about Prof. x: https://www.radboudumc.nl/en/people/X.  

Prof. X, via email: X  

For more information regarding Prof. X: https://www.ru.nl/english/people/X 
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Or 

 

Contact the Committee Scientific Integrity of Radboud University. The secretary of this 

committee is X, Executive and Legal Affairs.  

 

More information on the Committee Scientific Integrity can be found here: 

https://www.ru.nl/english/research/other-research/academic-integrity/ 

 
Statement of consent 
If you want to participate in this study, we will ask you to sign the consent form. Your written 
consent indicates that you have understood the information and agree to participate in the study. 

 
 

Statement of consent  

 
Name research: 
………………………………………………………………………………………………………………
……………….. 
Responsible researcher: 
……………………………………………………………………………………………………….. 
 
 
Participant's statement 
I have been explained the purpose of the study. I have been allowed to ask questions about the 
study. I will participate in the study voluntarily. I understand that I may stop at any time during 
the study if I wish. I understand how data from the study will be stored and what it will be used 
for. I agree to participate in the study as described in the information document. 
 
Name:       Date of birth:  
 
Signature:      Date: 
 

Executive researcher statement 
I declare that I have correctly informed the person named above about the research and that I 
adhere to the guidelines for researchers as expressed in the Ethics Assessment Committee Law 
and Management (EACLM). 
Name: …………………………………………………………......  
 
Signature:.........................................................Date:………………………………....................
.. 
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Appendix 2 – Interview protocol  
The interview guides were adapted from previous interviews, and some interviews were 

conducted in collaboration with other researchers. The various protocols are presented below.  

 

1.1 Interview protocol – Supplier A 

Introduction  
1. Could you describe a workday or workweek concerning activities for Buur&Zo? 

2. What motivated you to participate in the Buur&Zo project? 

Alignment  

3. What do you want to achieve by participating in the Buur&Zo concept? 

4. Could you describe the communication/coordination with other participants within 

Buur&Zo? 

- What do you think is going well? What do you think could be improved? 

- From your role, what do you see as challenges in the coordination with other 

Buur&Zo participants? 

- How do you deal with the challenges of coordination with other Buur&Zo 

participants? 

- Buur&Zo involves care, logistics and welfare partners. How does this work in terms 

of communication? 

- How are decisions made? 

Growth and relationships 

5. Could you describe to what extent you are involved in consortium meetings? (Please 

continue to ask questions about common goals) 

6. Could you identify dominant challenges in the cooperation/growth of the project? And what 

are the main challenges for the future from your perspective? 

- Collaboration, value allocation and growth  

7. Do you feel that your contribution to Buur&Zo is seen by other partners in the Buur&Zo 

project? How is this expressed? 

8. How do you look forward to the next phase of cooperation? 

9. Did your role change since the start of the project? Explain. 
10. Are there any advantages for you as a logistics provider at the moment?  
11. How do you see the future of Buur&Zo?  
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1.2 Interview protocol care / welfare / project management  

Introduction 

1. Could you describe what function you fulfil in the Buur &Zo project? 

2. Could you describe a workday or workweek concerning activities for Buur&Zo? 

3. What motivated you to participate in the Buur&Zo project? 

Alignment  

4. What do you want to achieve by participating in the Buur&Zo concept? 

5. How does the work you do contribute to achieving these goals and making the project 

grow? 

6. Could you tell us more about how the coordination with other participants within 

Buur&Zo works? 

- What do you think is going well? What do you think could be improved? 

- From your role, what do you see as challenges in the coordination with other 

Buur&Zo participants? 

- How do you deal with the challenges of coordination with other Buur&Zo 

participants? 

7. How do you communicate with the other participants of Buur&Zo?  

8. Buur&Zo involves care, logistics and welfare partners. How does this work in terms of 

communication? 

- How are decisions made? 

Growth and relationships 

9. Who do you think plays an important role in the development of the project? Could you 

elaborate why? 

10. Could you identify dominant challenges in the cooperation/growth of the project?  

11. What are the main challenges for the future from your perspective? 

- Collaboration, value allocation and growth  

12. How are new partners selected? What is your role in this process? 

13. How do you contribute to maintaining cooperation?  

- What are the challenges? 

14. What are you proud of regarding your participation in Buur&Zo?  

15. Do you feel that your contribution to Buur&Zo is seen by other partners in the Buur&Zo 

project? How is this expressed? 

16. How do you look forward to the next phase of cooperation? 

17. Did your role change since the beginning of the project? Explain 
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1.3 Interview protocol – neighbourhood concierges  

Introduction  

1. Could you describe what function you fulfil in the Buur &Zo project? 

2. Could you describe a workday or workweek concerning activities for Buur&Zo? 

Activities 

3. What do you want to achieve by participating in the Buur&Zo concept? 

- How does this tie in with the work and goals of other partners?  

- What do you value in the work you do for Buur&Zo? How does this fit in with your 

personal values about work?  

- What don't you like about your work? 

4. What are the challenges you face? How do you deal with them? While the project continued 

to evolve, How did your role change from the beginning until now? 

Alignment  

5. Could you tell us more about how the coordination with other participants within Buur&Zo 

works? 

- What do you think is going well? What do you think could be improved? 

- From your role, what do you see as challenges in the coordination with other 

Buur&Zo participants? How do you deal with this? 

6. How do you balance the different tasks you have to perform and deliver? How do you deal 

with this? What impact does this have on your daily work?  

7. Do you feel that partners have different goals within the Buur&Zo project?  

- If so, how do you notice this?  

- What effect does this have on your work? 

8. How do you communicate with the other participants of Buur&Zo?  

- Buur&Zo involves care, logistics and welfare partners. How does this work in terms 

of communication? 

Growth and relationships  

9. Could you describe to what extent you are involved in consortium meetings? (Please 

continue to ask questions about common goals) 

10. Could you explain your involvement in the development of the Buur&Zo project? 

11. Could you identify dominant challenges in the cooperation/growth of the project?  

- Collaboration, value allocation and growth  

12. Do you feel that other partners see your contribution to Buur&Zo in the Buur&Zo project?  
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- How is this expressed? 

13. What are you proud of regarding your participation in Buur&Zo?  

14. What challenges do you see in the future to make the project grow? 

 
  



Appendix 3 – code book   
This codebook exists of illustrative quotes used in the finding’s settings.  

 

Theme Coding Illustrative quotes 

1. Network building  

 1.1. Pilot 1  

 

1.1.1 importance of a core team 

 

I think it is precious that we have a location.– Neighbourhood concierge pilot 1 

participant 1 (f). I think it is precious that we have a location. In addition, that the 

project had already been running for one and a half years. So, we can build on that. 

We know social team worker x, who has been working in the neighbourhood for 12/13 

years. Well, welfare organisation x has been here for five years plus a few years. For 

example, I visited a resident who lives next door to a volunteer who has worked here 

with welfare organisation x for twenty years. You have those lines all day long, and 

we do get much pleasure from that. Certainly, in the beginning, when we were new, 

x from the social team helped us right away, and that works very well. – 

Neighbourhood concierge pilot 1 participant 1 (f) 

 

 

The neighbourhood concierge of the pilot one hub was out and about. They came to 

the house, and the neighbour opened the door. She was in a panic, and a lot was 

going on at home. Well, the community concierge also panicked and said: ‘We have 

to take action because things are not going well at all. So, they immediately called a 

person from the Social team, and person x got the file and said, ‘no, there is already 
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enough help for her, tell the neighbour she can take it easy. There is already a lot 

going on around her. There is nothing wrong with her; this is all part of her’. Peace 

returned. No GP has been called; no 112 has been called. That is how we work 

together in the neighbourhood, but we know what belongs to whom. – Welfare pilot 

1 

1.1.2 informal contact at the operational 

level 

 

The agreement is that we will get x brought to the Hub by our delivery man. Before 

the start, we have spoken with neighbourhood concierge X and neighbourhood 

concierge X, the delivery people. To agree on a few things, we have telephone contact 

with the deliverers next to this. However, that does not go through me but through 

one of the assistants. Furthermore, they often come at the end of the day to return X 

as sometimes someone is not at home or patients give something that has to be 

returned to the pharmacy. So, there is always a brief moment of consultation.- 

Supplier a 

 

1.1.3 Communication lines relationships 

under development  

 

I sometimes notice that when I come to give medicine to one of the older people, the 

door is opened by someone from the home care service of X. I do not want to say that 

they are your colleagues, but you do work together. Nevertheless, those people have 

no idea who we are. I would like to get to know them.  That they recognise me as we 

both visit the same people.  – Neighbourhood concierge pilot 1 

1.1.4 role of previously established 

relations 

In addition, that the project had already been running for one and a half years. So, 

we can build on that. We know social team worker x, who has been working in the 
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 neighbourhood for 12/13 years. Well, welfare organisation x has been here for five 

years plus a few years. For example, I visited a resident who lives next door to a 

volunteer who has worked here with welfare organisation x for twenty years. You 

have those lines all day long, and we do get much pleasure from that. Certainly, in 

the beginning, when we were new, x from the social team helped us right away, and 

that works very well. – Neighbourhood concierge pilot 1 participant 1 (f) 

1.2 Pilot 2  

 

1.2.1 hinder as result of external event 

 

 

In neighbourhood x, a Home Team consultation takes place once every eight weeks. 

This is a consultation in which the general practitioner, the Social Team and the 

neighbourhood care worker, who may be x or x or both, meet to discuss signals. That 

Home Team was always there, even before this project. This Home Team is going 

well. There is an agreement that the neighbourhood concierges can join, but this 

consultation has not taken place yet. To say something about whether this is valuable 

and additional, I think you need to be six months further on. – Social team pilot 2 

1.2.2 importance of introductory talks 

 

I must say that they find us better and better—the case manager of x, the district nurse 

of x. We get quite a lot of requests now. This is because we have made our 

acquaintance. They know our face and know where we are because they have been 

here. However, it just needs time; it will develop. – Neighbourhood concierge pilot 2 

participant 1 (f) 

 1.2.3 communication lines and 

relationships in its infancy 

For example, neighbourhood concierges took someone to the vaccination centre. 

While the social team should have passed on the call to the voluntary help service 

because they drive people to the vaccination centre.  However, you see that this 
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cooperation is still in its infancy; it is new, so that is the challenge. Shaping it, making 

it run smoothly. That people can find each other. – Project management 

 

Yes, I have already spoken to them, because they are going to talk to everyone. 

Moreover, I also see them driving around now. I see them regularly; I see the car. – 

Voluntary service pilot 2 

 

1.3  

Pilot overarching  

 

1.3.1 best practice for collaboration; 

selecting for teamwork and training    

 

The four of us also followed a training course, 'the question behind the question', 

which a prevention worker gave. The four of us (neighbourhood concierges) got to 

know each other well.– Neighbourhood concierge pilot 1  

 

I want people who are actively involved to see where we can make progress, so the 

group you are working with, now they are all entrepreneurs as well, see it through. 

Moreover, they support the shared vision. – Project management  

 

1.3.2 communication lines within 

professions 

 

It is a team, and yes, sometimes you get messages at eleven o'clock in the evening 

when welfare worker X is still working late.  – Neighbourhood concierge pilot 1  

 

1.3.3 relationships between stakeholder 

groups 

 

They did not yet know what we could contribute. I felt more like, uh you are not going 

to do what we are already doing – Neighbourhood concierge pilot 1 
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A bit of time will help us in this respect. Trust is not something you do in a digital 

consultation. That remains a daily thing, of course. You have to build it up with each 

other. We did get acquainted digitally. We can find each other through the mail, 

teams and WhatsApp. But you notice that it is different from physical contact. In one 

way or another, there is a threshold to indicate that you find something meaningful. 

– Care organisation x participant 1a 

 

2. Role development  

2.1 Role definition 

 

2.1.1 Impact of role definition/ task 

description 

 

With us (core team), the goals do not conflict. This is because we have made it very 

clear what belongs to you and what does not. All people have intrinsic motivation. 

That is the common goal, so welfare in the neighbourhood, looking out for each other, 

doing something for people, meaning something to people, is the common motive. By 

making it very clear that neighbourhood concierges are not professional and we are 

all here for one purpose. We have divided the functions and tasks, which provided 

clarity. – Welfare pilot 1  

 

I do not understand why role descriptions have provided peace of mind. At least not 

for me; I do not have a job profile either. I know what to do and whom to contact 

based on the job text and meetings at the start of my job. - Neighbourhood concierge 

pilot 1 participant 2 (f) 
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 2.1.2 role definition various 

stakeholders’ perspectives  

 

You have care, logistics and welfare that need to be integrated, and the 

neighbourhood concierges are a new stakeholder group. Neighbourhood concierges 

connect the three industries, so to speak, yes, they are the centre. – Project 

Management 

The neighbourhood concierges go into the neighbourhood by delivering meals, 

medicine or other products to get behind the front door. They are just extra eyes and 

ears in the neighbourhood. Moreover, as soon as they notice something care-related, 

they link it back to the social team. If it is not care-related, if it only has to do with 

loneliness or wanting to participate in certain things or going for a walk, it can go 

directly to welfare organisation x. The volunteers will take it up. However, it will be 

briefly discussed with the social team. – Welfare pilot 

 

As of 1 February 2021, two neighbourhood concierges started in pilot one, and they 

now have a different job content than I had. So that means that they indeed deliver, 

and they signal and then it is picked up by others. – Neighbourhood concierge initial 

phase  

 

 2.1.3 seeing each other as 

complementary 

 

It is a story of complementing each other rather than being involved in taking 

advantage. With the supply’s neighbourhood concierge, contact the elderly and start 

having a chat with them. During these contact moments, neighbourhood concierges 

signal things, and if necessary, they pass it on to welfare or care. This depends on 
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what is needed. You can see very clearly that it is an extension of each other in 

cooperation and if you start spreading that message, suddenly a lot more is possible. 

– Project Management 

 

 2.1.5 role of IT and sharing information 

 

You are subject to a great many laws and regulations—especially privacy-sensitive 

information. The care workers are not allowed to share medical data, and that makes 

it difficult. On the other hand, it is more or less a lack of time for care workers. – 

Care organisation x participant 1a 

 

It is simply not possible for the neighbourhood concierge to go into the 

neighbourhood without background information. Information has to be shared. There 

is no other way to help these people. – Welfare pilot 1(f) 

 

You can solve it together in a safe way. Maybe not according to the rules, but with 

integrity and according to the duty of confidentiality. Otherwise, you cannot do what 

you do. – Welfare pilot 1 (f) 

 

Well, what we are doing now takes a lot more time than I thought it would. That is 

the transfer of information to align addresses and delivery routes. We have 140 

patients per week, and sometimes there are exceptional circumstances. For some 
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deliveries, you have a specific route for Buur&Zo, which is another route. So, we are 

still quite busy transferring that well. - Supplier a 

 2.1.6 importance of suppliers in 

collaboration 

 

We noticed in the initial phase that the delivery moment is a very natural moment to 

literally come in with someone. Look, if you, as a care provider, are standing in front 

of the door wearing a jacket, so to speak, nobody wants care. When you come to the 

door with a package, because you've brought medicine, that's literally what we get 

back from the concierge the first time, then the front door opens slowly. The next time, 

the door opens a bit further, well the third time, she says do you want to have a cup 

of coffee, so to speak.  The delivery moment has simply become a very important 

contact moment as well – care organisation x participant 2  

 

2.2 Identity 

challenge  

 

2.2.1 conflicting identities stakeholders The different goals between logistics, welfare, care and project management are not 

in line. You notice that as a neighbourhood concierge because you have meetings or 

hear that project management decides that it can be done just like that.  We then 

sometimes feel like ‘yes, but if we want to do this in this way (for example, more 

medicine deliveries), then the whole welfare aspect is gone. While that is what we 

stand for.  On the other hand, we do have the realisation that you do need those 

suppliers. It is just a matter of finding the right balance every time. 

- Neighbourhood concierges’ pilot 1 and 2 
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I think that a concept can only continue to succeed, in my opinion, at the moment that 

it has added value for every participant somewhere. As soon as there is no added 

value for one party, they will undoubtedly drop out, so you must constantly look 

together. As yes, where is the value for each part? So, I am also talking about 

healthcare, welfare, suppliers, of course. – Care organisation x participant 2  

 

 

 

3. Condition 1 – 

shared location  

 

3.1.1 role of physical proximity  

 

The advantage is that we are under one roof, that we meet each other —the low 

threshold, the accessibility. I do not have to call, and I do not have to e-mail; I do not 

have to go somewhere. That is just a walk-in as ‘oh you know’ or how often I pick up 

the phone and pass it on. This kind of things gives added value. It supports to react 

quickly and also intervene on time– Social team pilot 1  

 

Organising together face-to-face to coordinate things, that is a prerequisite. – Care 

organisation x participant 1a 

 

You just see that such a place in the neighbourhood, where there is activity, where 

the coffee is ready. Yes, that is a kind of magnet. If you do not have that magnet 

because it is either closed by Corona or just not there at all, it becomes more 

complicated.   
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– Neighbourhood concierge pilot 2 participant 1 (f) 

 

Yes, it is easiest and most organic if you are both in the same location and, well, if 

you drink a cup of coffee together to catch up and get to know each other, but also if 

you can easily switch if you come across something strange. Then you can 

immediately approach someone. – Care organisation x participant 1a 

 

 

 

 3.1.2 role of organisational proximity   

 

That will be the biggest challenge: the welfare, attention for people, and suppliers 

stuck with times. And then, there is the project organisation that wants to close the 

business case. That is a long way off because if you start making many deliveries, 

well-being will be in trouble. – Welfare pilot 1 

 3.1.3 importance to show results to 

involved stakeholder groups 

 

Person x says I need a report. As he needs to be able to show and justify this internally 

again. That he is putting money into prevention and the WMO and the WLZ, what 

they are allowed and what they can do - Project management 

 

We need to show that neighbourhood concierges signal so that other parties benefit 

and also the prevention part, what return that will bring in terms of decrease of care 

consumption. – Care organisation x participant 2  
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We have experienced numerous times that we have given feedback to suppliers and 

benefited from it. X, who then either gives us the wrong medicine or far too much. We 

have all given feedback and done that. We now have almost weekly contact with 

supplier a, and we provide feedback—the same for the meals. Every time the empty 

boxes are taken away, we contact and talk about the meals and how much people like 

them. So, I notice that supplier x, in this case, is pleased with it. That feedback, I know 

for sure, is also added value for the supplier. – Neighbourhood concierge pilot 1 

participant 1(f) 

 

Well, for example, they came to a patient and, uh, he had been given medication, but 

he did not take it. So, there was a whole supply there, and then the district coach asks, 

'shouldn't you take it' 'no, she says I do not have to take it and how that works because 

we do deliver it and order it in one way or another, but it is not taken. You do find 

out then as an example or, uh, what I told you before, in terms of side effects, of 

course, that someone experiences specific symptoms; I do have a few examples of 

that. However, I find that difficult to estimate whether that makes a difference because 

of Buur&Zo and the quantity. - Supplier a 

 

I sometimes get lovely messages from project management saying that medicine was 

brought to a lady and product x was collected from you. In terms of efficiency, that 



  Master Thesis – E.L.M. Linssen 

 67 

is, of course, super. In terms of communication, I am told immediately, and I like that. 

– Supplier b 

 

 3.1.4 importance of representative of 

different roles situated at the shared 

location 

I found that a condition for myself was that the neighbourhood concierges were linked 

to the social team. Why? Otherwise, you create a line next to the social team where 

you both have your social map while there was already something here. It is better to 

complement each other than to have something running parallel that does not 

communicate with each other and comes to the door of the same people in the same 

neighbourhood. So that was somewhat of a condition in my mind that I said it is 

possible to have Buur&Zo and neighbourhood concierges. The condition is that it is 

connected to the social team and that they are the ones who are in charge, they have 

file information, they are professionals, they know, and they have already put 

everything in place in the neighbourhood. So, neighbourhood concierges are just an 

excellent addition to that. 

 – Welfare pilot 1 

 

 

4. Condition 2 – 

consultation 

structures  

 

4.1.1 planned shared meetings 

 

I do miss consultations, also that I am curious about what you are doing. From my 

perspective, we need to organise once a fortnight with the four of us, including the 

owner of the welfare organisation as coordinator. Just shortly discussing what you 
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are doing, how you are doing it, and which challenges you face. I did miss that. – 

Neighbourhood concierge pilot 2 participant 1 (f) 

 

That word 'feedback'. This is something that we often have together. We should also 

perhaps consult more with x from voluntary services. A resident died recently who 

was very well known to welfare organisation X but whom we did not know. So, I think 

some coordination is still needed there. That we know who is already known here. – 

Neighbourhood concierge pilot 1 participant 2 (f) 

 

 4.1.2 boundary spanning activities The difference is indeed what did not go well and what I had in mind was that I do 

not have the time to sit on top of it. For example, to organise two or three 

consultations a week. Once in pilot 2, once in pilot one and once in plenary together. 

The management also ended up here, and that management, yes is excellent, but if 

you have two companies, you lack the time, and everyone starts doing their own thing 

and look at it in its way. I think we did the right thing, OK, if you go into the 

neighbourhood, then at least you know where you need to go. We put the volunteers 

around it in pilot 1. However, structural consultation and planning did not get off the 

ground, at least on my part. The social team did, and they have weekly client meetings 

with neighbourhood concierges in pilot 1. – Welfare pilot 1(f) 
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We told her owner welfare organisation) that she gives feedback or is the contact 

person for the neighbourhood concierges. But in the rush, she is running up against 

her limits. Well, extra help is needed with coordinating so for the operational matters 

back and forth. It's just nice to have someone who can take care of that. – Project 

management 
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