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ABSTRACT 
In our rapidly developing society, companies and education have to continuously reflect 
upon their ways of  working in order learn and improve. Learning within organizations 
can be measured by studying behavioral change, and research has shown that behavioral 
change can be achieved with technology enhanced interventions and coaching.  

The purpose of  this study is to explore how the participants perceive a behavioral 
change process when it is matched with technology, what aspects of  the process that ef-
fect the participants’ learning and behavior, and to find a technological solution which 
enables coaching for behavioral change. This has been done by a user-centered designed 
process where the participants used surveys to assess their behavior and attitudes. The 
data collected was then used as basis for coaching, reflection and feedback. 

In conclusion, this study showed a perceived change in behavior due to reflection and 
increased transparency into the change process, both facilitated by the technology added 
to the process. 

Keywords: Organizational change, Behavioral change, Technology enhanced learning 

SAMMANFATTNING 
I vårt snabba utvecklingssamhälle måste företag och utbildning ständigt reflektera över 
sitt arbetssätt för att lära sig och utvecklas. Lärande inom organisationer kan mätas ge-
nom att studera förändringar i beteende, och forskning har visat att beteendeförändring 
kan åstadkommas med teknikförstärkta interventioner och coaching. 

Syftet med denna studie är att undersöka hur deltagarna uppfattar en process för beteen-
deförändring när den matchas med teknik, vilka aspekter av processen som påverkar del-
tagarnas lärande och beteende, samt att hitta en teknisk lösning som möjliggör coaching 
för beteendeförändring. Detta har gjorts genom en användarcentrerad designprocess där 
deltagarna använde enkäter för att skatta sina beteende och attityder. Den data som sam-
lades in användes sedan för coaching, reflektion och återkoppling. 

Sammanfattningsvis visade studien en upplevd beteendeförändring på grund av reflek-
tion och ökad transparens i förändringsarbetet, vilka underlättades av teknikförstärkning-
en. 

Nyckelord: Organisationsutveckling, Beteendeförändring, Teknikförstärkt lärande 
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PREFACE: LEARNING TO LOVE 
Ever since I was a kid I have loved learning. 

Do you remember those times when you created a picture by connecting a series of  
dots? The feeling of  starting at a point, not knowing where I am heading, and finally see-
ing how everything fits together, is what makes life interesting. The series of  dots is also 
what makes it possible to trace things back to its source, to understand the intent behind 
an act, to find the core to a problem, or to find its solution. I love connecting the dots. 
The love to learn led me into teaching - my way to give someone else the chance to learn. 

Ever since I was a kid I have loved data. 

With data I got the chance to quantify, to mediate, and to articulate my love for learning. 
When I was ten years old I started to program Excel to track my pocket money and to 
practice the weekly vocabulary tests in English. I loved the act of  using data to quantify 
myself. When doing so, I could reflect upon my own behavior and my progress, and I 
learned even more about myself. With data I found a way to create a system, to apply 
logic, to create diagrams and to color code life according to conditional formatting. 

Ever since I was a kid I have loved organization. 

By bringing organization into my life I found a way to share my love for learning, and to 
include others with the same goals or interests as me. I fell in love in building organiza-
tions, and in creating something out of  engagement. I fell in love every time we succee-
ded together, like when my sailing students conquered the wind for the first time. By in-
cluding and being included I learned to love to see the world from new perspectives. 

Everything can be perceived as a learning system 

In my world, everything can be connected by dots. Either if  it is a person who wants to 
learn a new subject, a human interacting with a computer, or two machines talking to 
each other. By connecting the dots, we can learn to see the big picture. By connecting the 
dots, we can give people the opportunity to learn. By connecting the dots, we can make 
the world a better place. 

After 25 years of  learning, I found myself  searching for a subject for my master thesis. I 
wanted to find a project where I could combine the areas of  learning, technology and 
organization. I therefore contacted TruePoint, a company that bases its practices upon 
research in organizational leadership theories, but who still uses little or no technology 
within their practices. I asked if  they were interested to explore how the organizational 
learning processes would change when matched with technology. They said yes. 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1. INTRODUCTION 

1.1. Perceived change in a changing world 
In our rapidly developing society, many organizations face processes of  organizational 
development and change. To develop an organization may be seen as an educational in-
terventions where the role of  the change agent is the most crucial in order to advocate 
change (Knowles, 1974). When an organizational development process is described as an 
educational intervention, the change may be seen as a measure of  learning which both 
includes an individual and a social dimension (Illeris, 2003). 

The challenges facing organizations today regarding development processes are to embed 
the development in the ongoing work without taking the learners away from the work 
(Day, 2001), and to create an environment where the learners feel motivated and are wil-
ling to change (Illeris, 2003). Luft & Ingham (1961b) have shown that there is a positive 
relation between high performance and a culture of  open and positive communication 
within a team.  

By conducting feedback interventions, it is possible to increase the teams interpersonal 
trust and to improve the performance. Kluger & DeNisi (1996) have shown that feed-
back interventions have a positive effect on performance in two-thirds of  cases, and 
further shown that feedback interventions which focuses on behavioral change have a 
greater impact on the participants behavior. 

However, there is little research published on how development processes and feedback 
interventions are perceived by the participants. Additional research is also needed to find 
out what the key factors are in the processes. By answering these questions, it is possible 
to further improve organizational development processes in both companies and the 
educational sector, as well as improving our understanding for learning in today’s rapidly 
developing society. 

1.2. Practices based in research 
In order to study a development change processes in a real-life situation, this thesis have 
studied a case where a consultant firm, TruePoint, is acting as a change agent for one of  
their clients in order to facilitate their organizational change processes. 

TruePoint is a consultant firm who partners up with clients who want to change their 
organizations and improve their performance through a changed leadership behavior. 
The goal for the clients and TruePoint is to achieve sustainable change, resulting in part-
nership that last for several years. TruePoint build their practices upon experience and 
research, thus making them interested in participating in this study. 
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1.3. Problematization 
The problems in and the goal for this research can be seen from different perspectives: 

• Enhanced behavioral change for improved performance  
The team wants to change its behavior in order to regain trust for each other, to im-
prove the team culture, and to improve the team’s performance. 

• Enhanced behavioral change for organizational change  
TruePoint wants to improve their organizational change process to be more effective 
in their work resulting in more satisfied customers and better business. They want to 
be able to more accurately diagnose a problem, to give input and coaching during the 
executive phase, and to enhance reflection upon the change and the process itself. 

• Enhanced behavioral change for societal change  
From a societal perspective it is interesting to see what lessons can be learned from 
high performing management teams in order to improve today’s education. In our 
global, mobile and rapidly developing society, companies have the need to keep up 
with the development to stay ahead in their field. They have to continuously improve 
their ways of  working and to have an ongoing change process, and they have the 
means to do it. Today’s education though, has not always the means to keep up with 
the rapid changes of  society, why it is interesting to see if  the learnings from high 
performing management teams can be used to improve the education. 

According to Kluger & DeNisi (1996) behavioral change can be achieved with technolo-
gy enhanced therapy or coaching. We do not, however, know how the participant of  such 
a technology enhanced process perceive it, nor what aspects of  the technology enhanced 
process that actually causes the change in behavior. 

There are many aspects of  the technology enhanced process which can be the cause to 
the change in behavior. Some aspects focus on the process itself, the framework, and 
some aspects focus on the content of  the process, the imbedded data. This focus for this 
study will be on the process itself  and how it is perceived by the participants. 

1.4. Purpose 
The purpose of  this study is thus: 

To explore how the participants perceive a behavioral change process when it is matched 
with technology, what aspects of  the process that effect the participants’ learning and 
behavior, and to find a technological solution which enables coaching for behavioral 
change. 
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1.5. Research questions 
To reach the purpose of  the study, we need to ask the following questions: 

I. What is the perceived change in behavior when the organizational change process is 
changed with behavioral tracking and coaching? 

II. What are the perceived key aspects for learning and behavioral change in the pro-
cess? 

III. How could the technology be designed in order to enhance the process? 

1.6. Limitations 
The purpose of  this study is bounded by certain limitations, both on the basis of  pre-
conditions and on the basis of  certain assumptions. This study is limited by: 

• The technology used in this study should be time and place independent since the 
team works in different locations and time zones. 

• The technology selected needs to be accepted by the participants of  the study since 
the IT unit has strict policies regarding what technology can be used on the compa-
ny’s computers and work phones. 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2. THEORETICAL FRAMEWORK 
In order to explore how individuals perceive an orga-
nizational change process we need to frame the ques-
tion within a theoretical framework. The theoretical 
framework for this thesis combines theories from 
three different fields; learning, organizational deve-
lopment, and human-computer-interaction, see figure 
2.1. When combining these fields it is possible to cre-
ate an intersection in which we can place technology 
enhanced behavioral change processes for organiza-
tional change, including: 

• Organizational development and the importance of  the social context when adults 
learn in a workplace environment. 

• How to enable behavioral change and some key factors for a successful feedback 
interventions. 

• How to design and evaluate a user-centered designed system for learning. 

2.1. Organizational development and workplace learning 
Knowles (1974) argues that organizational development is an educational intervention, 
and that its theoretical sustenance must be found in theories about learning and teaching. 
To understand learning, you need to understand both the human psychological mecha-
nism and the external conditions (Illeris, 2003). 

2.1.1. Commitment and change agents 

Traditionally, most theories about lear-
ning and teaching have been developed 
with a focus on children, i.e., pedagogy. 
The concept andragogy (for definition, 
see figure 2.2) has emerged as a compi-
lation of  theories based on an orga-
nismic model of  the adult learner, whe-
re the purpose of  education is to con-
tinuously develop the individual to-
wards their full potential, and to conti-
nuously renew the social systems in 
which the individual interacts (Know-
les, 1974; Knowles 1978). 
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Andragogy 
the method and practice of teaching adult learners; 

adult education.

Figure 2.2: Definition of  and use over time for andragogy 
(dictionary.com)

http://dictionary.com
http://dictionary.com


The notion of  organizational climate involves several sets of  ideas, e.g. policy framework, 
management philosophy, and organizational structure. In order to facilitate learning in 
human resource development, it is crucial to set the social climate within the organiza-
tion (Knowles, 1974). Knowles (1974, pp. 118-119) further states that an andragogical 
environment is an environment: 

• where self-improvement is highly approved, making it more likely to increase motiva-
tion to engage in learning activities (the behavioristic perspective),  

• which is characterized by clearly defined goals, openness, and honest and objective 
feedback (the cognitive theorist perspective), 

• in which individual and cultural differences are respected, and where feelings are 
considered relevant to the learning process, (the personality theorist perspective) 

• and where the environment is perceived as safe, accepting, trusting and understan-
ding (the humanistic psychologist perspective). 

In order to develop an organization it is crucial to develop the human resources, where 
the role of  the consultant is the most critical in order to advocate, stimulate and act as a 
change agent (Knowles, 1974). 

2.1.2. Leadership development in a workplace context 

Learning is, according to Illeris (2003) an individual and social process which takes place 
in a context, thus making it important to understand the individual psychological mecha-
nism and the external conditions to understand learning. This is why workplace learning 
requires a differentiated concept for learning in comparison to school-based learning. 
The theories of  workplace learning has traditionally been addressed as part of  the soci-
ocultural perspective (Illeris, 2003).  

The central ideas of  the sociocultural perspective, according to Vygotsky (1999), are the 
relation between thought and language. Learning happens when the individual interprets 
the world and its meaning through language or other human-made tools for knowledge 
mediation, called artifacts. Vygotsky (1999) further means that the knowledge and in-
sights individuals can achieve with other exceeds the learning they can reach on their 
own. 

There are two main trends in the area of  workplace learning today; situated learning and 
learning by expanding (Illeris, 2003). Situated learning (Lave & Wenger, 1991) emphasizes 
the idea that learning is situated to a specific situation like in a community of  practice. 
Learning by expanding (Engeström, 2014) emphasizes the idea that the learner tran-
scends the limit of  self. These two main trends can be seen as contrast to each other, 
where the situated learning focuses on the social dimension of  learning and the learning 
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by expanding focuses on the individual dimension of  learning. Neither of  these two con-
cepts can fully emphasizes the complexity of  a learning situation alone, so a compromise 
between the two needs to be in place. When combining these two theories into a com-
plex concept some key lessons were learned (Illeris, 2003 pp. 173): 

• ”adults learn what they want to learn and what is meaningful for them to learn, 

• adults draw on the resources they already have in their learning, 

• adults take as much responsibility as they want to take, 

• it is equally important to acknowledge that adults are not very inclined to learn so-
mething in which they are not interested, or in which they cannot see the meaning or 
importance.” 

This combination of  the situated learning and learning by expansion implies that the le-
arners should be in focus when designing an environment for adult learners. 

2.1.3. Changing behavior in a workplace context 

The combination of  learning by expanding and situated learning is well aligned with the 
concept of  leadership development presented by Day (2001), where leadership is descri-
bed as both an individual and a complex social process. 

Day (2001) defines leadership development as ”the expansion of  the group’s collective 
capacity to engage effectively in leadership roles and processes” (Day, 2001, pp. 582). Le-
adership development also includes the groups capacity to work together in meaningful 
ways, and to solve problems that could not have been predicted. Day (2001) further sta-
tes that there are two main challenges facing organizations in terms of  leadership deve-
lopment; to help people learn form their work rather than taking them away from their 
work to learn, and secondly to embed the leadership development in the ongoing work 
without sufficient notice to intentionality, accountability, and evaluation. 

In order to face the challenge of  helping people to learn from their work and within the 
context of  their workplace, many organizations has implemented an action learning pro-
cess which is based on the assumptions that people learn most effectively when working 
on real organizational problems (Day, 2001). The action learning process can be descri-
bed as a continuous, iterative process of  learning and reflection, with an emphasis on the 
social dimension of  leadership development. 

In conclusion, when working with workplace learning and with adult learners, it is essen-
tial to work with the learners motivation and to base the learning in the learners situation. 
It is also essential to work with the learners throughout the design process, to meet the 
constantly changing requirements and to trigger the learners interest (Illeris, 2003). 
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2.2. Behavioral change through insight and meaning 
Day (2001) has shown that there is a positive relation between the social capital of  the 
team, the level of  trust and psychological safety among the team members, as well as a 
positive relation between high trust and high performance. There is also a positive corre-
lation between top performing teams and a culture of  open positive communication 
(Luft & Ingham, 1961b). 

2.2.1. To see myself through the eyes of others 

Luft & Ingham (1961a; 1961b) are the creators of  the Johari window which is a disclosu-
re / feedback model of  self  awareness, see figure 2.3. The model visualizes how much is 
known about a person within oneself  and in relation to others. By facilitating feedback 
within a group, it is possible to expand the group’s open or free area, thus creating a 
group climate with good communication and co-operation, and less mistrust, conflicts 
and misunderstandings. 

To expand the open area, one can give feedback and disclose information or feelings etc. 
with others and thus expand the open area vertically downwards. One can also expand 
the open area by actively listening to feedback from other group members, thus expan-
ding the open area horizontally into the blind space (Luft & Ingham, 1961b). 

2.2.2. Key factors for successful feedback interventions 

A problem common within behavioral change processes is the perceived lack of  feed-
back. Without clear, direct, and continuous feedback on the individuals performance the 
individuals motivation to change will decrease. Instead, if  the participants’ level of  trust 
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is high and has a positive experience of  feedback, it increases the participants’ motivation 
to search for feedback (VandeValle, 2001; VandeValle, 2004), which increases the effect 
of  the feedback (Krasman, 2011) and makes the effects last longer (VandeValle, 2004). 

Feedback interventions leads, according to Kluger & DeNisi (1996), to a positive effect 
on performance in two-thirds of  the feedback interventions. The keys to a successful 
feedback intervention are that the participants are willing to accept the feedback as rele-
vant and useful, to be open to change, and to be committed to the change process. It is 
also important that the feedback is constructive enough to give the participant guidance 
to change the behavior (Kluger & DeNisi, 1996). Avolio et. al. (2009) have further shown 
that feedback interventions that focuses on behavioral change have a greater impact on 
behavior versus interventions focusing on emotional or cognitive change.  

2.2.3. Improving feedback interventions 

One way to complement feedback interventions is executive coaching. It has the aim to 
improve the individual aspect of  the leadership development, and consequently the or-
ganizational effectiveness. The outcome of  coaching may be measured in the participants 
change of  behavior and/or participants motivation to change, which is linked to the par-
ticipant’s levels of  trust and commitment (Day, 2001). 

Another way to complement feedback interventions is to use technology. Day (2001) has 
shown that computerized feedback interventions are marginally related to higher effects 
since they tend to move the focus from the self  towards the task at hand, but there is still 
a need to further research how to enhance the interventions with IT, e.g. by sending mes-
sages or e-mails to reinforce lessons learned during the intervention. Blom & Awad 
(2013) suggests that feedback interventions might be improved by linking the interven-
tion to everyday life with a tool that helps the individual practicing new behaviors in the 
intended context. 

In conclusion, feedback is important in order to build trust, insights and meaning, and it 
has a positive effect on the performance in two out of  three interventions. But, when it 
comes to feedback interventions, action learning, and executive coaching, little research 
has been published on matters beyond an evaluation of  immediate productive improve-
ments. Further research is therefore needed to examine the areas of  trust and empower-
ment, of  social accounts and motivated reasoning, and of  how the processes are percei-
ved by the participants (Day, 2001; Blom, J.H. & Awad, M., 2013). Additional research is 
also needed to determine the key factors in the process which affects the outcome of  the 
process (Ly et al., 2014) or if  the process itself  should be seen as a system which requires 
an effective system design (Day, 2001). 
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2.3. Designing a system for learning 
When designing a system for learning, either if  it is a specific course or a full education, 
it is common to talk about the usability of  the system from the learners perspective. 
Usability for an education might for example be measured in how easy it is for the lear-
ner to perform a specific task, to get a job, or to continuously learn throughout life.  

2.3.1. A user-centered design approach 

The topic of  user-centered design is central within the field of  human computer interac-
tion as well as in this research. The point of  using a user-centered approach when desig-
ning system is to make the systems usable for the participants ”throughout the entire de-
velopment process and further throughout the system life cycle” (Gulliksen, et.al., 2003, 
pp. 5). 

User-centered design has been described by many (Gulliksen, et.al., 2003; Gulliksen & 
Göransson, 2002; Gould & Lewis, 1985; Mao, Vredenburg et al., 2005, ISO 2010), but 
the key principles of  user-centered design may be summarized as: 

• User focus and involvement. The 
users’ needs, tasks and goals should 
be in focus and the users should be 
actively involved in the decisions 
throughout the whole development 
process 

• Technology to serve the user. 
There should be an appropriate al-
location of  functions between users 
and technology. 

• Prototyping and empirical mea-
surements. The intended users 
should use simulations and prototy-
pes to carry out real work in order 
to evaluate the system in context. 

• Evolutionary iterations. The de-
sign of  the system should be cons-
cious and iterative. See figure 2.4. 

Kujala’s (2003) review of  the benefits of  challenges of  early user involvement shows that 
user involvement generally has positive effects on both system success and user satis-
faction. There is also a positive relationship between user involvement and acceptance of  
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the system as well as indications that user involvement increase the users participation in 
decision-making within the organization. However, research shows that user involvement 
may have a negative effect on performance since direct user involvement requires time 
and resources from both the users and the developers of  the system, even if  the benefits 
usually outweigh the challenges (Kujala, 2003). The benefits of  early user involvement 
are summarized in figure 2.5. 

2.3.2. Designing a system from a learners perspective 

The presentation of  a content is part of  the content itself, according to the design theory 
perspective, presented by Rostvall & Selander (2008). This makes it important to consi-
der the design of  the system from a learning and a learners perspective, a learner-cente-
red design, in order to enhance the effects of  the learning. 

When a system for learning is enhanced with technology, it becomes a system for blen-
ded learning which can be defined as “the organic integration of  thoughtfully selected 
and complementary face-to-face and online approaches and technologies” (Vaughan, et 
al., 2013, pp. 1). According to Selander & Svärdemo-Åberg (2008) a system for blended 
learning challenges previous concepts of  learning, but it also provides new opportunities 
by increasing the possible use of  semiotic resources and modalities. Semiotic resources 
are “the actions and artifacts we use to communicate whether they are produced physi-
cally or by means of  technologies” (Van Leeuwen, 2005, pp. 3) and they may be referred 
to as means for meaning making (Jewitt & Kress, 2010), which can be compared to the 
theory of  artifact-mediated cognition (Vygotsky, 1999). However, the new possibilities 
do not take away the learning from the individual, but rather changes the means for 
which we can present and motivate the representation of  the content while the individual 
learner transforms the content to internal meaning (Selander & Svärdemo-Åberg, 2008). 
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EARLY USER 
INVOLVEMENT

Quality of requirements 
- Fit with user needs 
- Usability

Product development 
performance

User and customer satisfaction

System quality

?



When designing an iterative learning process, it is also possible to use the technology to 
detect changes within the individuals behavioral patterns, which is considered a sign of  
learning (Rostvall & Selander, 2008). 

Another important dimension of  designing a system for learning is the social context of  
the intended learning outcome. Aspelin (2003), Rostvall & Selander (2008), and Selander 
& Kress (2010) all say that learning cannot happen independent from the social context. 
The context is on the contrary ”not only important for the learning process but also in 
the learning process” (translated from Aspelin, 2003, pp. 14), thus it is important to de-
sign a system which creates the opportunity for the desired interactivity and social con-
text. 

2.3.3. Evaluating the usability of a system 

When applying a user-centered design approach to a learning system, it is possible to use 
the international standard definition for usability from the human-centered design for 
interactive systems stating that usability is the ”extent to which a system, product or ser-
vice can be used by specified users to achieve specified goals with effectiveness, effici-
ency and satisfaction in a specified context of  use” (ISO 9241-210:2010). 

The users are essential in a user-centered design process to achieve usability, not only in 
the design of  the process but even more so in the evaluation of  the system. There are 
various ways (Lazar et al., 2010; Nielsen, 1993; Preece, 2015) to involve the users in the 
design of  the system in order to achieve usability, e.g. by interviews, focus groups, ques-
tionnaires and in-field observations. All of  these will give the designer of  the system a 
broader and deeper understanding of  the users background, the intended context of  use 
and the requirements of  the system. When evaluating the same system, even more tech-
niques may be used, e.g. user-based tests, expert-based tests, behavioral logging, and 
feedback from the users. Each method has its own benefits and challenges, thus it might 
be suitable to use more than one method when designing or evaluating the system. 

However, measuring usability is a complex task according to a review of  usability measu-
res by Hornbæk (2006). Hornbæk (2006) has summarized different usability measures 
and research challenges, see figure 2.6. The measures named were found in the review to 
be of  ”particular importance” or ”requiring particular care in their interpretation”. The 
questions outside of  the table are research questions related to usability measures and the 
categories to the left are the author’s mapping towards the ISO definition of  usability. 

Some of  the problems Hornbæk (2006) found in the review were to distinguish and em-
pirically compare subjective and objective measures of  usability, that the quality of  inte-
raction with the system and the outcome of  the users’ interaction are rarely assessed, and 
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that many studies reinvent evaluations of  usability, ignoring already validated ques-
tionnaires. Hornbæk (2006, pp. 97-98) further challenges future usability studies: 
• ”to understand better the relation between objective and subjective measures of  usa-

bility; 

• to understand better how to measure learnability and retention; 

• to extend satisfaction measures beyond post-use questionnaires; 

• to study correlations between measures; 

• and to push the boundaries of  what we conceive as usability measures by focusing 
on macro measures, such as those related to cognitively and socially complex tasks, 
and long-term use.” 

In conclusion, involving the users in the design of  a system generally has positive effects 
on both the system and the user satisfaction, but it may have a negative effect on the per-
formance. In order to design a system which is usable for the user it is important to care-
fully consider what content should be used, what semiotic resources and modalities 
should be used to present the content, and how to design a system which enables the 
desired interactivity and social context. The study should further measure both the user’s 
perception of  the process and the outcome of  process and base the questions on already 
validated questionnaires. 

!  ( ! ) 20 82

Figure 2.6: Summary of  usability measures and research challenges in usability studies (Hornbæk, 2006, pp. 96)
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3. IMPLEMENTATION AND METHODOLOGY 
The purpose of  this exploratory study, as described in §1.4, is to explore how the partici-
pants perceives a behavioral change process when it is matched with technology, what 
aspects of  the process that effect the participants’ learning and behavior, and to find a 
technological solution which enables coaching for behavioral change. This chapter 
describes how this study has been conducted in order to fulfill the purpose. 

3.1. Research design 
In order to enhance the effects of  the system it is important to consider the design of  a 
system from a learning and a learners perspective (Rostvall & Selander, 2008). By putting 
the learner or user in focus there is a higher chance of  system success and user satis-
faction (Kujala, 2003), and further in achieving behavioral change and learning (Rostvall 
& Selander, 2008). This study will explore what happens to a behavioral change process 
when it is changed for a single case (the management team) by frequently measure the 
team’s behavior, and has therefore been conducted as a user-centered single-case action 
research designed research. 

3.1.1. Action research design 

Blomkvist & Hallin (2014) describes action research as a research design where the rese-
archer studies a process, of  which the researcher is a part of, while actively trying to 
change the process. Action research may be considered the middle ground between a 
case study, where you study a real life phenomena, and an experiment, where you create a 
phenomena to test a hypothesis (Blomkvist & Hallin, 2014). Rapoport (1970) concludes 
that the methodology for action research is diversified depending on the field, but that it 
may be summarized as the search ”to optimise the realization of  both the practical affairs 
of  man and the intellectual interest of  the social science community” (Rapoport, 1970, 
pp. 510). In the light of  these two descriptions may this study be seen as action research. 

The steps in action research are (translated from Blomkvist & Hallin, 2014, pp. 68, see 
figure 3.1): 

I. Identify a problem 

II. Collect data and do a preliminary analysis of  the problem’s cause. 

III. Confirm the diagnosis with the stakeholders 

IV. Collaboratively arrive at appropriate action to solve the problem 

V. Act 

VI. Collect data of  the process’ progress and re-analyze the situation 
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VII. Confirm the diagnosis with the stakeholders 

3.1.2. User-centered design 

In an attempt to increase the team’s com-
mitment to the study, and further to 
increase the feeling of  impact, the rese-
arch was designed as a user-centered pro-
cess. A user-centered process was also 
considered a more suitable choice of  re-
search design in order for the users to be 
able to continue with the process after 
the study. 

A user-centered design means that both 
the process and the technology were de-
signed together with the user and imple-
mented through a series of  iterations. 
The users are the consulting company 
TruePoint, who owns the process, and 
the team who participate in the process. 
It is worth mentioning that a user-cente-
red design does not mean that the user 
gets to decide everything regarding the 
study, but that the user are the focus of  a 
study and not the technology itself. 

3.1.3. Single-case design 

This study has been conducted as a single-case design, also called a single system design, 
single subject design and n=1 design, which allows the researcher to follow each subject 
in the study over a period of  time with frequent measurements of  the required behavior. 
The analysis of  a single case can be carried through either a statistical analysis or a visual 
analysis (Hersen, 1990). Because of  the small size of  the population in this study the 
main analysis was done by visual analysis, and then complemented with simple statistical 
analysis. 

3.2. The case: Acceleration and transparency 
TruePoint partners up with clients who want to change their organizations and improve 
their performance through a changed leadership behavior. Two of  TruePoint’s clients 
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Figure 3.1: The action research process, seen as an iterati-
ve process (interpretation of  Blomkvist & Hallin, 2014).
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were considered to participate in the study, but through initial interviews conducted by 
TruePoint, only one of  them was found susceptible for an enhanced process. 

3.2.1. Organizational change through action learning 

To change an organization through an 
active learning process 

TruePoint’s processes on organizational 
change can generally be described as an 
iterative process which starts with the 
identification of  a problem. The problem 
is diagnosed to find a preliminary cause, 
whereafter the client is engaged in works-
hops to collaboratively find a solution and 
an action plan. The process then enters 
an executive phase, called the action lear-
ning phase, where the client should act 
accordingly to the action plan. The last 
step of  the iteration is the reflection, 
where the learning outcome from and the 
behavior in the executive phase are reflec-
ted upon. The problem is then re-analy-
zed and re-diagnosed, and a new iteration 
is started. See figure 3.2. 

Execution in the dark 

During the Action Learning phase TruePoint has no or few possibilities to get insights 
on the client’s progress since it is difficult to interact with the individuals during their le-
arning process. The main difficulty is the logistics of  studying and interacting with indi-
viduals who work in different timezones and different locations. The problem is that 
without transparency, it is difficult to assess the client’s situation and to give relevant 
coaching to the clients on their progress. Without transparency, TruePoint is acting in the 
dark. 

3.2.2. A need to speed up the action learning process 

The Executive Committee 

One of  TruePoint’s clients is an executive committee at a company with operations all 
over the globe, where the specific committee is responsible for the operations in twenty 
of  the company’s sites. The executive committee meets in person four times in a year and 
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Figure 3.2: TruePoint’s iterative process on organizatio-
nal change.
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once every month over telephone or video conference. The committee consists of  one 
team leader who has the role as executive vice president, and ten team members who are 
either staff  managers or area managers. The committee will further on be referred to as 
the team. 

Behavioral changes needed 

During their last diagnosis in April, the problems was summarized as a non-progressive 
team culture and lack of  interpersonal trust. TruePoint then conducted interviews with 
all the individuals in the team and concluded that the behavior of  the team, especially the 
leader’s behavior, was the main cause to their problems. In the workshop phase the team 
decided on goals for behavioral change. They then returned to their everyday working 
lives, and seemingly to their old behavior, with a feeling that the process did not progress 
fast enough. TruePoint therefore asked if  it was possible to speed up the behavioral 
change and the action learning process by increasing its transparency. 

3.3. Participants 

Definitions 

• Client: the company or organization which buys management consultant services 
from TruePoint. 

• Team: the group of  individuals, team leader and team members, within the client’s 
organization which are the focus for TruePoint’s organizational change process. 

• Coach: the individual responsible for TruePoint’s organizational change process. 

• Participants: the individuals from the team who participate in this study by an-
swering the study’s surveys. 

• Users: the individuals who use the study’s technological tools, either as participants 
or as coaches. 

• Researcher: the individual who conducts the research, i.e., the author of  this thesis. 

• Supervisors: the individuals supervising the researcher in this thesis work. 

Participants’ background 

The study was conducted on one management team consisting of  eleven people. All in-
dividuals who were part of  the team participated in the study. In this study ten people 
identified as male and one as female. Their ages ranging from 36 to 57 years old. All par-
ticipants used a laptop computer and a smartphone. See figure 3.3 to figure 3.7.  
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3.4. Ethics statement 

Information and consent 

All participants were informed about the purpose and the procedure of  the study during 
one of  the team’s meetings where ten out of  eleven of  the individuals had a meeting in 
Sweden. The last participant was informed by e-mail. All participants got a written copy 
of  the purpose and the contact information. 

The team gave their consent to participating in the study, each participant signing a con-
sent form and being assigned an ID-number. The participants participated in the study 
voluntarily and the individuals were anonymous to everyone but the researcher. 

Confidentiality and use 

The data collected and created during the study was handled confidentially and was only 
used for the purpose informed to the participants. 

3.5. Process 
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Figure 3.3: Participants’ year of  birth (id004)
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Figure 3.5: Participant’s Primarily used 
telephone (id020)
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Figure 3.4: Participants’ year working at 
position (id009)
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Figure 3.6: ”In a typical week, how often do you use any of  
the following devices?” (id021-026)

Very seldom 
or never

Sometimes Very often 
or always

id022: Laptop Computer
id025: Mobile Phone
id023: Tablet Computer (e.g. iPad, Samsung Galaxy)
id021: Desktop Computer
id026: I do not use any of  these electronic devices
id024: E-book Reader (e.g. Kindle, Nook)

Figure 3.7: ”In a typical week, how often do you use any of  
the above devices for any of  the following 
activities?” (id027-033)

Very seldom 
or never

Sometimes Very often 
or always

id027: Reading news, articles, blogs, forums.
id030: Managing money, or business.
id033: Social networking.
id028: Listening to music, podcasts, internet radio,
id029: Watching movies, tv shows, or other videos.
id032: Shopping or selling.
id031: Recreation, e.g. playing games, casino, looking at cat pictures.



The process of  designing this study has evolved through its user-centered action research 
design. It can be summarized through the steps in action research: 

I. Identify a problem: The action learning process is lacking transparency and speed. 

II. Collect data and do a preliminary analysis of  the problem’s cause: Interviews 
with the participants by the coach and with the users by the researcher. 

III. Confirm the diagnosis with the stakeholders: Meet with the users to confirm. 

IV. Collaboratively arrive at appropriate action to solve the problem: Design the 
study and the technology used to enhance the action learning process. 

V. Act: The users act according to their action learning process, which is changed with 
the technological tool and coaching. 

VI. Collect data of  the process’ progress and re-analyze the situation: Use the te-
chnological tool to collect data for analysis, including: 

A. Initial assessment. 

B. Measure behavior through daily tracking, weekly assessments and team meeting 
assessments. 

C. Final assessment and interviews 

VII. Confirm the diagnosis with the stakeholders: Present the findings for the users 
and discuss how the work may be carried out in the future. 

3.5.1. Study overview 

In order to understand and specify the user and organizational requirements and iterate 
through the design of  the study and its tools, two initial semi-structured interviews were 
conducted in meetings with the coach and a representative from the team. In order to 
understand and specify the content of  use for the team, semi-structured interviews was 
conducted with all participants by the coach from TruePoint. 

The study was then designed as a six week exploratory case study of  a technology en-
hanced behavioral change process. All participants did an initial assessment to establish 
the base line and a final assessment to measure the outcome of  the study. During the 
study, the team leader tracked a set of  behaviors and attitudes every day whilst receiving 
weekly coaching from TruePoint. The rest of  the team did a weekly tracking of  their 
own behavior and attitude, as well as an assessment of  the team leader’s behavior. 

In addition to the scheduled tracking and assessment, the team asked for a team meeting 
assessment to be done whenever at least three team members had a meeting with an 
agenda. This assessment was designed to align with the rest of  the study to further gat-
her data about the team’s progress and their interaction. 
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Four final interviews were conducted in order to get deeper knowledge of  the partici-
pants perception of  the process, one in a meeting with the coach and three over phone 
with participants. All participants were invited to participate in a 30 minute interview, and 
two team members and the team leader participants accepted the invitation. The final 
interviews were all recorded with audio. 

Coaching 

The coach was a senior consultant manager from TruePoint, who has been working at 
TruePoint for nine years and with the team for two and a half  years before the study. 

During the four weeks intervention period, the coach was enabled access to a summary 
of  the team leader’s tracked behavior and to a summary of  the team’s weekly assessment 
once a week. The team leader was then coached according to the data collected. In order 
to keep, and increase, the participants’ commitment to the study, a weekly summary with 
important findings was highlighted and distributed to the whole team. 

3.5.2. Design of a system for learning 

When designing a system for learning and behavioral change, it is important to design 
the system from the learners’ perspective in order to create an andragogical environment 
where the learners are willing to take responsibility and are committed to the change pro-
cess (Knowles, 1978; Illeris, 2003). The system was therefore designed together with the 
learners / users by including them in the decision making process, both regarding the 
study as a whole and the technology used within it. 

This study used in total five different surveys, see Appendix B. All surveys were created 
through an iterative user- / learner-centered design process, including the steps of  survey 
design and design of  questions, review with representative from the participants, and re-
view with coach and supervisors. The five surveys were iterated in total 28 times. Table 
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Figure 3.8: Study overview

In
te

rv
ie

w
s

In
te

rv
ie

w
s

Week 1 Week 2 Week 3 Week 4 Week 5 Week 6

Daily tracking 
(Team leader)

Assessment 
(Team members)

Coaching 
(TruePoint)

Baseline Intervention Measurement



3.9 shows a summary of  the surveys, their number of  questions including and excluding 
part questions, and how they were distributed among the participants. 

The five surveys were designed to follow the same main outline, with the main diffe-
rences in the content, the questions. The initial and the final assessment, which are larger, 
were divided into different pages and marked with a progress bar to show its status. 

3.5.3. Collecting data 

There are mainly two kinds of  research data, according to Blomkvist & Hallin (2014), 
qualitative and quantitative data. Both kinds of  research data were collected during this 
study through surveys and interviews. 

Quantitative data through surveys 

Surveys are widely used to capture an overview of  certain aspects of  a population which 
is geographically dispersed. The surveys are usually self-administered, which makes it 
possible to distribute questions and collect answers from a large number of  respondents 
at a relatively low cost. Surveys may be designed to be answered either digitally or with 
pen-and-paper, and the method used should be based on giving the researcher the best 
access to the respondents. There are benefits to digital surveys compared to a paper sur-
veys. It can be more cost-effective in terms of  time and expenses, the response time is 
noticeable faster, and users are usually more honest in digital surveys (Lazar, et al., 2010). 

A survey provides the researcher with quantitative data, thus making it rather unusual to 
use survey to collect in-depth data, since questions of  such may lead up to biased data 
(e.g. when the questions are related to patterns of  usage rather than clear factual pheno-
mena). It is also difficult to use surveys to ask follow-up questions (Lazar, et al., 2010). 
Because of  these drawbacks, the surveys were complemented with interviews. 
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Table 3.9: Summary of  number of  survey questions

Initial  
Assessment  

(all)

Daily  
Tracking  

(team 
leader)

Weekly  
Assessment  

(team 
members)

Team  
Meeting 

Assessment 
(all)

Final 
Assessment  

(all)

Number of  questions 
(excl. part questions) 34 12 9 6 32

Number of  questions 
(incl. part questions) 97 22 22 13 124

of  which questions for 
the team members 91 0 22 13 116

of  which questions for 
the team leader 69 22 0 13 95



Qualitative data through interviews 

Interviews are useful when you want to get qualitative, in-depth data, e.g. to know the 
reasoning from individuals based on a specific set of  questions, or to find new dimen-
sions on the case studied (Blomkvist & Hallin, 2014). Interviews gives the researcher a 
possibility to do a more nuanced analysis of  the data, to ask follow up questions, and to 
allow the users to elaborate their answers on their experiences (Kvale, 1997). 

3.5.4. Selection of platform and distribution for self-report measures 

Andersson, G., & Titov, N. (2014) has shown that internet administration of  self-assess-
ment interventions can have a positive effect. The tracking and the assessments were the-
refore created and administered with SurveyMonkey , a web-based survey platform. All 1

data was collected through self-assessment. 

SurveyMonkey is a web-based survey platform, which allows its users to design and dis-
tribute surveys, as well as to analyze, present and share the data collected. It was selected 
as platform for this study because it is easy to use and customize. It is also considered 
secure for storage of  data, where the data is owned by the user and not by the platform 
provider. 

The initial and the final assessment was distributed to the participants through Survey-
Monkey’s built-in e-mail service, which made it possible to send out reminders to partici-
pants that had not fulfilled the survey without compromising the identity of  the respon-
dents. 

The daily tracking and the weekly assessment was distributed to the participants as a web 
link in an e-mail. The web link, in comparison to the built-in e-mail service, was reusable 
and allows multiple answers per computer, making it possible for the respondents to save 
the link as a bookmark in their web browser. 

3.6. Material  
The participants were asked questions regarding their own behavior and the process it-
self, as well as questions regarding the team’s performance, processes and social interac-
tions. Most of  the questions had answer alternatives presented as a Likert scale, e.g. Very 
little or not at all (1), Rather little (2), Somewhat (3), Rather much (4), and Very much (5). 
The questions were divided into different areas, see table 3.10. 

 https://www.surveymonkey.com1
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The initial and final assessment covered a wide range of  questions while the daily trac-
king, the weekly assessment, and the team meeting assessment had fewer questions to 
avoid attrition. 

The questions were selected from three categories; from the validated General Nordic 
Questionnaire (QPSNordic; Dallner et al., 2000a), questions created by the researcher, and 
questions from the users according to the team effectiveness model that TruePoint 
(2015) uses and the leadership styles described in Goleman (2000). 

3.6.1. Measuring learning and behavioral change 

One way to measure learning is by measuring the changes in behavioral patterns (Rostvall 
& Selander, 2008). The participants were therefore asked questions regarding their beha-
vior during the study. Some of  the behaviors tracked were: 

• The participants’ perception of  given and received feedback within the team. 
The perceived behavior was measured through the daily tracking and the weekly as-
sessment to visualize how often feedback was given and received, to and from 
whom, and the type of  feedback (positive/constructive or negative/correctional). 

• The participants’ perception of  the interactions within the team. The percei-
ved behavior was measured though the daily tracking and weekly assessments to vi-
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Table 3.10: Areas in the surveys, and the number of  questions per survey.

Areas and number of 
questions

Initial  
Assess-
ment  
(all)

Daily  
Tracking  

(team 
leader)

Weekly  
Assessment  

(team 
members)

Team  
Meeting 

Assessment 
(all)

Final 
Assess-
ment  
(all)

Background information and 
technological behavior

15 3 1 2 3

Team leadership, interaction and 
relationships

3 3 2 1 3

Team performance 5 1 1 2 5

Team processes and structures 3 - - - 3

Team commitment, trust and 
social climate

2 2 2 - 2

Feedback to/from team members/
leader

2 2 2 - 2

Perception and expectations on 
the enhanced process

3 - - - 5

Effects and key factors for change - - - - 3

Perception of  the technology used 
for the enhanced process

- - - - 5

Other comments 1 1 1 1 1

Questions in total per survey 34 12 9 6 32



sualize who the participants interacted directly with within the team, presented like 
an interactions network. 

• The participants’ perception of  the team leader’s leadership style. The team 
leader’s perception of  used leadership style was measured through the daily tracking, 
and the team members’ perception of  the team leader’s use of  leadership style was 
measured through the weekly assessments. 

3.6.2. Measuring organizational development 

QPSNordic (Dallner et al., 2000a) is designed for the assessment of  psychological, social, 
and organizational working conditions. The purpose is to provide a basis for implemen-
ting organizational development and interventions and it can be used for documentation 
of  changes in working conditions and for research into associations between work and 
health. QPSNordic is designed as a structured questionnaire with different sub scales: job 
demands and control, role expectations, predictability and master of  work, social interac-
tion with coworkers and clients, leadership, organizational climate, interaction between 
work and private live, work centrality, organizational commitment and work motives. 

The questions used from QPSNordic were all at a social and organizational level of  measu-
rement. No questions regarding the task level or individual level were selected. This study 
did not use QPS at its fullest capacity since all questions were not used, and the wordings 
were changed (from group to team, from superior to team leader, and from coworker to 
team member), which may affect the reliability. See table 3.11. 
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Table 3.11: Questions selected from QPSNordic; Areas and sub scales, internal consistencies and test-retest reliabilities 
(Dallner, et al., 2000a)

Number Area and sub scale Questions 
total for 
sub scale

Questions 
selected 
in study

Chronbachs 
α reliability 
(N=2010)

Test-retest 
reliability 
(n=393)

7 Social interactions

7.1 Support from superior 3 2 0.83 0.81

7.2 Support from coworkers 2 1 0.80 0.72

8 Leadership

8.1 Empowering leadership 3 2 0.86 0.79

8.2 Fair leadership 3 1 0.75 0.83

9 Organizational culture and climate

9.1 Social climate 3 3 0.74 0.73

-- Single items 2 2 -- --

13 Perception of  group work

13 Perception of  group work 3 2 0.77 0.58

Questions selected from QPSNordic 13



QPSNordic has been validated by Dallner, et al., (2000b) and Lindström, et al., (1997) with 
two sets of  data collected in the four Nordic countries. The first set (n=1015) was used 
to study the factor structure of  the questionnaire and the second set (n=995) was used to 
study the construct and predictive validity of  the scales. 

By using QPSNordic as base for the questionnaire, it is also possible to do a simple evalua-
tion of  the user-designed questions in comparison to the validated questions. 

3.6.3. Measuring technology acceptance and usability 

A simple version of  the Technology Acceptance Model, designed by Davis (1989), were 
used in order to measure the technological acceptance of  the tools designed for the 
study. See figure 3.11. The model suggests that there are a number of  factors which af-
fects the users’ decision to use a system, of  which the most important are the perceived 
usefulness (Chronbach’s α = 0.98) and the perceived ease of  use (Chronbach’s α = 0.94) 
for n=152. Both of  these factors have a significant correlation with self-reported current 
usage and self-predicted future usage (Davis, 1989). See figure 3.12. 

3.7. Outcome measures 
The outcome measures for the study is categorized either as primary or as secondary, 
where the primary outcome measures includes the change process itself  and how it is 
perceived, whilst the secondary outcome measures includes the content of  the process. 
Even though the process and its content is intertwined, which makes it hard to separate 
cause from consequence of  an eventual perceived change, it is still valuable to separate 
them since the process is designed to be replicable whilst the content are interchangeable 
due to the user-centered approach. 
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Figure 3.12: The Technology Acceptance Model (Davis et al., 1989)
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3.7.1. Primary outcome measures 

The primary outcome measures were outcome regarding the process which was 
measured mainly in the initial and the final assessment of  the process, answering the 
research questions, described in §1.3: 

I. What is the perceived change in behavior when the organizational change process is 
changed with behavioral tracking and coaching? 

The perceived change in behavior was measured by asking the participants of  how much 
different areas had improved during the process, i.e., the participants perception of  the 
behavioral change. It was also measured by comparing the participants assessment of  the 
team in the initial and final assessment, i.e., the change of  perceived behavior. 

II. What are the perceived key aspects for learning and behavioral change in the pro-
cess? 

The key aspects for learning and behavioral change was measured by continuously trac-
king and assessing the team’s behavior and attitudes throughout the study. Because of  the 
small population and the limited time of  the study, the participants were also asked how 
much different aspects had impacted the results of  the enhanced process, i.e., the parti-
cipants perception of  the key factors for behavioral change. 

III. How could the technology be designed in order to enhance the process? 

The technology was evaluated during the final assessment, where the participants were 
asked about their perception of  the technology used in the study. The participants were 
asked questions regarding the time usage, the time distribution, the usefulness, the easy-
to-use and the design of  the different surveys used in the study. 

3.7.2. Secondary outcome measures 

The secondary outcome measures were outcome regarding the content of  the behavioral 
change process, i.e., the perceived behavior and performance within the team. The ques-
tions were a combination of  user-designed questions and questions from QPSNordic, 
which were then categorized into the following categories according to TruePoints 
(2015) Team Effectiveness Model: 

• Team leadership 

• Team performance 

• Team processess and structures 

• Team commitment, trust, and social climate 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4. RESULTS 
The purpose of  this exploratory study, which is described 
in §1.4, was to explore how the participants perceived a 
behavioral change process when it was matched with tech-
nology, what aspects of  the process that effected the parti-
cipants’ learning and behavior, and to find a technological 
solution which enabled coaching for behavioral change. 
The results of  the study show a perceived change in beha-
vior due to reflection and an increased transparency into 
the change process, both facilitated by the technology ad-
ded to the process. TruePoint is further planning, after re-
vision, to continue the process with the team, as well as 
with an other client. 

4.1. Attrition and adherence 
The participants answered in total 127 surveys during the six week study, in average 12 
answers per participant (σ = 8) and 21 answers per week (σ = 6). The average adherence, 
i.e., the average time that the team members continued to actively fill out the surveys, was 
5.3 weeks (σ = 1,3). The team leader did actively participate during all six weeks, although 
the team leader had a two week vacation during the middle of  the study. Figure 4.2 
shows the data collected from all surveys per week, and figure 4.3 shows the data collec-
ted from the daily tracking, weekly assessment and team meeting assessment, as well as 
the dates for the reminders to the participants.
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Figure 4.2: Adherence in the study, per week and survey
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Figure 4.3: Adherence and reminders in the study, per day and survey
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Citation 4.1: 

”If  we have a chance to 
continue this study, I 
think it is a really good 
way to improve our un-
derstanding of  how we 
work together.” 

- Team Member



The participants spent in average 5 minutes and 36 seconds on filling out the weekly as-
sessment, 8 minutes and 59 seconds on filling out the daily tracking and 5 minutes and 44 
seconds on filling out the team meeting assessment. Eight of  the participants answered 
at least one survey every week. 

On average, the coach devoted 2.5 hours per week providing individual feedback to the 
team leader and additional hours (up to two days per week) interacting with the team du-
ring meetings and conferences. 

4.2. Primary outcome - changing the process 
During the initial and the final assessment, the participants were asked about their ex-
pectations and perception of  the process and the technology, thus making it possible to 
compare the participants’ change in expectation. The participants were also asked about 
their perception of  the study’s outcome and its keys for change, as well as their percep-
tion of  feedback, and the team’s interaction pattern. The results show that the study had 
most impact on the participants’ behavior, with the main key in reflection and awareness. 

4.2.1. Perception of the process 

Expectations and perception throughout the process 

The team members overall perception and expectations of  the effectiveness of  the team 
leadership did not change significantly during the study, see figure 4.4. The team leader 
had high expectations on the effects of  the feedback, the coaching and the reflection in 
the beginning of  the study. The final assessment showed that the team leader’s percep-
tion of  the effects of  the feedback were rather low, which did not match the expecta-
tions. The perception of  the behavioral tracking was not measured in the beginning of  
the study. See figure 4.5. 
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Figure 4.4: ”In the last four weeks, what is 
your perception of  the effectiveness of  the 
Team Leadership?” (id048) and ”For the 
next four weeks, what are your expectations 
on the effectiveness of  the Team 
Leadership?” (id049)
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Figure 4.5: Team Leader’s Expectations and 
Perceptions of  the Elements of  the 
Enhanced Process (id034-036,040-043)
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4.2.2. Perceived change in behavior and key factors 

Perceived improvements 

The participants were asked in the final assessment how much different areas had been 
improved by the enhanced process. The areas which they perceived had improved the 
most were the participants own behavior and the team leader’s behavior. The areas which 
they perceived had improved the least were the team’s processes and structures and the 
team meetings. See figure 4.6. The problems within the team’s processes and structures 
were already known from the initial assessment, which led to a meeting in the beginning 
of  December where the team discussed proposals for better processes and structures, 
focusing on decision making structures within the team. 

The coach said during the final 
interview that the study had im-
proved TruePoint’s insight within 
the action learning phase in more 
than one way. Firstly, the data 
provided by the technology whe-
re used as ground for coaching, 
see example in figure 4.7. Se-
condly, the study gave the coach 
and the team leader relevant data 
to discuss on a regular basis in a 
way they had not been able to do 
before. Thirdly, the study itself  
and the way the importance of  it 
was stressed gave the coach more 
authority to call for a meeting to 
discuss the results as well as more 
invitations to participate in the 
teams meetings as an observer. 
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Figure 4.6: Participants average answers to: ”What is 
your perception of  how much the following areas has 
been improved by the enhanced process? ” (id051-058)
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Figure 4.7: Snapshots from the coaching during the second week of  the study.



Perceived keys for change 

The participants were asked how much different factors had impacted the result of  the 
enhanced process. The factors which they perceived as having the greatest impact on the 
study were putting the change process on the agenda and reflecting upon the one’s own 
behavior and the team’s behavior. The factors which they perceived to have the least im-
pact was getting coaching and/or feedback from external party. See figure 4.8. 

During the final interviews the 
participants were asked how they 
perceived the interaction with the 
researcher and the coach. They 
said that the weekly reminders 
and the weekly summaries sent 
out by the researcher were im-
portant as a way to keep the 
commitment and to give input 
upon the team’s progress. The 
team leader, who were in most 
contact with the coach said that 
the coaching was ”absolutely ne-
cessary to add to the success”.  

Reflections and suggestions 

Both the open-ended comment 
questions and the final interviews stressed that the time period for the study and for 
change was too short. It takes more than six weeks to make a change in one’s behavior 
but the study was good to start to reflect upon the issue. One of  the participants sugges-
ted that six months would be enough time to make a change. 

The benefits of  reflection and raising the awareness of  the problem was also stressed in 
the comments and during the final interviews. The participants suggested that the reflec-
tions should be further used as a base for discussions within the team to speed up the 
change process. They also suggested that the reflection should be used to change the 
content of  the study in faster iterations, thus better matching the questions to the pro-
blem at hand, keeping the commitment high, and enhancing the reflection itself. 

The participants further suggested to use more time in the beginning of  the process to 
agree that you want to change, understand why the change is needed, and state clear ob-
jectives for change. If  this was in place, the participants thought that the process would 
work better than without the enhancement.  
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Figure 4.8: Participants average answers to: ”What is your 
perception of  how much these factors has impacted 
the result of  the enhanced process?” (id060-066)
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The participants stated that it would have been difficult to change their behavior and 
their processes without the technology, whereas the coach noted that some of  these 
changes probably would have happened anyway, but probably not in the half  a year. 

4.2.3. Perceived feedback 

The participants of  the study were asked to state how many 
times they perceived they had given or received feedback, 
both positive/constructional feedback and negative/correc-
tional feedback. The team leader stated this in the daily trac-
king while the team members stated it in the initial assess-
ment, weekly assessment, and final assessment. 
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Team leader to  
team member

Team members to  
team leader

Team members to  
team members

The team members perceived that 
they received more feedback than 
the team leader perceived to give, 
especially negative/correctional 
feedback. See figure 4.10 and 4.11.

The team members perceived that 
they had given significantly more 
feedback to the team leader than 
the team leader perceived to 
receive. See figure 4.12 and 4.13.

The team members perceived that 
they had given more feedback to 
other team members than they 
perceived to receive. See figure 
4.14 and 4.15.

Figure 4.11: Perceived feedback from 
team leader to team members, positive + 
and negative – (id118-121)
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Figure 4.13: Perceived feedback from 
team members to team leader, positive + 
and negative – (id124-127)
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Figure 4.15: Perceived feedback from 
team member to team members, positive 
+ and negative – (id130-133)
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Figure 4.10: Perceived feedback from 
team leader to team members (id118-121)
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Figure 4.12: Perceived feedback from 
team members to team leader (id124-127)
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Figure 4.14: Perceived feedback from 
team member to team members 
(id130-133)
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Citation 4.9: 

”There was hardly any 
feedback.” 

- Team Leader



Reflections and suggestions 

Some of  the participant’s commented that the results of  the perceived feedback did not 
give any new insights nor change the way they worked. They said that feedback behavior 
was not necessary to track and rather difficult to input data upon since a lot of  the inte-
ractions were information flow, which is hard to give feedback upon. Therefore, they 
said, if  there was any part of  the process which should be removed, it would be the 
questions about perceived feedback. 

However, when the team leader and the coach discussed the visible disconnect in the 
feedback from the team members to the team leader they rather thought the team need 
to reflect upon the big differences and establish methods for structured feedback within 
the team. 

4.2.4. Interaction patterns 

The participants were asked to state who they had interacted directly with (face to face/
video/phone), whereafter the names where encoded and used to create an interactions 
network for the team’s interaction for the time period of  the study. 

Figure 4.16 shows the directed interactions network within the team (who say they have 
interacted with who) and figure 4.17 shows a compiled interactions network within the 
team (the directed interactions combined). The boldness of  the line represents the num-
ber of  interactions. 

When the interaction patterns were shown to the participants, it made them think about 
working as a team, about how to improve the processes, and about the effects of inef-
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Figure 4.16: Directed interactions network of  the team (id019). Figure 4.16: Compiled interactions network of  the team (id019).



fective team work from a company perspective. During one of  the team’s meetings in the 
beginning of  December, they used the interaction patterns as a way to bring up a pre-
vious discussion if  the team actually is a team. The meeting resulted in proposals for new 
organizational structures. 

4.2.5. Perception of the technology 

The participants were asked a series of  questions 
regarding the different surveys in the study and their 
attributes of  time usage, time distribution, useful-
ness, easy to use, and design. The participants’ an-
swers can be seen in figure 4.18. 

The perceived ease of  use was rather high throug-
hout the whole process. The perceived usefulness 
was between somewhat and rather high. The per-
ception of  the time usage and time distribution were 
between rather low and somewhat. The design was 
perceived as between somewhat and rather high. 

Reflections and suggestions 

The participant were asked about the time usage and 
time distribution of  the study, and they said that 
weekly or biweekly assessments would be a good 
distribution. They also noted that the longer the 
time between the assessments, the more difficult it is 
to remember what has happened the last week. 

One participant made comments about the time 
usage and usefulness of  the surveys when working 
from China, since the internet restrictions made the 
internet speed ”tremendously slow” for the web-
survey platform used, and thus making the exercise 
rather time consuming. 

4.3. Secondary outcome - team development 
During the initial and the final assessment, the participants were asked a series of  ques-
tions regarding the team leadership, team performance, team processes and structures, 
and team commitment, social climate and trust. When comparing the initial and the final 
assessment, the result showed that the overall perceived behavior had not changed signi-
ficantly but there are some results worth mentioning. 
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Figure 4.18: Perceptions of  the 
technology used in the study, per survey 
(id069-072, 074-077, 079-083, 085-089, 
091-095)
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Team leadership 

The participants assessed the team leadership, both as a self-assessment for the team lea-
der and leadership assessment from the team members. The result shows no significant 
change in the perceived leadership overall. 

• The team members perception increased slightly with +0.59, from 2.70 to 3.59 for 
the question ”Does the Team Leader encourage you to participate in important deci- 
sions?” (id101).  

• The average team member per-
ception of  3.98 was one stan-
dard deviation higher than the 
QPSNordic average (µ = 2.78, σ 
= 1.19) for the question ”Does 
the Team Leader encourage you 
to speak up, when you have dif-
ferent opinions?” (id100). 

• The average team member per-
ception of  3.07 was more than 
one standard deviation higher 
than the QPSNordic average (µ = 
1.80, σ = 0.95) for the question 
”Is the relationship between 
you and the Team Leader a 
source of  stress to you?” (id112). 

• The team members’ perception of  the change of  leadership style shows no signifi-
cant increase in the final assessment compared to the initial assessment, but the 
weekly assessment shows an increase in the team leader's effort to use the agreed 
leadership style, an increase that is also visible in the team leader's input. See figure 
4.19. The team leader said in the final interview that it had been a struggle to change 
leadership style. When presented to this result, the team leader sat quiet for a mo-
ment, and then said: ”I am very happy to hear that”. 

Team performance 

The participants assessment of  the team performance shows no significant changes in 
the perceived team performance overall. 

• The participants’ perception decreased with 0.81, from 3.18 to 2.38 for the question 
”Are tough issues resolved in the Team, understanding differing perspectives, and 
effectively building agreements?” (id136). 
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Figure 4.19: Perceived Change of  Leadership Style 
(id104, 106)
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• The participants’ perception decreased with 0.71, from 3.64 to 2.88 for the question 
”The Team meetings are characterized by Energy?” (id152). 

• The average team member perception of  2.95 was almost one standard deviation 
lower than the QPSNordic average (µ = 3.70, σ = 0.83) for the question ”Is the team 
successful at problem solving?” (id134). 

• The participants’ perception of  the 
team meetings characteristics were 
visually higher during two weeks in 
the middle of  the study and then 
visible decreasing thereafter. See 
figure 4.19. These two week are the 
same weeks that the team leader was 
away on vacation, raising the ques-
tion of  the reason for the change. 
The team had an aha-moment when 
seeing this result, and they then de-
cided to use this data as basis for an 
upcoming meeting to reflect upon 
the meaning of  the data and how to 
continue the work. 

Team processes and structures 

The participants assessment of  the team processes and structures shows no significant 
changes in the perceived team processes and structures overall. 

• The participants’ perception decreased with 0.69, from 2.82 to 2.13 for the question 
”The structures around the Team are facilitating effective team-work (e.g. clear roles, 
reporting and communication processes)?” (id159). 

• The team’s perception of  the processes and structures within the team meetings 
showed a similar trend as the team meeting characteristics in figure 4.20, with an 
increased perception during the middle of  the study. 

Team commitment, trust and social climate 

The participants assessment of  the team commitment, trust and social climate shows no 
significant changes in the perceived team commitment, trust and social climate overall. 

• The average team member perception of  3.00 was lower than the QPSNordic average 
(µ = 3.50, σ = 1.01) for the question ”What is the climate like in the Team? Relaxed 
and comfortable” (id174).  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Figure 4.20: Team Meeting Characteristics (id149-153)
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5. ANALYSIS AND DISCUSSION 
The study shows a perceived change in behavior due to reflection and an increased 
transparency into the change process, both facilitated by the technology added to the 
process. This chapter will further analyze and discuss the results of  the study in relation 
to the theoretical framework. 

5.1. Shifting focus from performance to change 
The review made by Kujala (2003) showed that user-centered process may have a negati-
ve effect on the performance. The review by Kluger & DeNisi (1996) showed that feed-
back interventions may have a negative effect on the performance. So, how about the 
odds for a user-centered feedback intervention? 

5.1.1. Sometimes things need to break 

The results show no significant increase in the team’s performance and rather little im-
provement in the team’s perception of  the performance. Does it mean that the study did 
not have a positive impact on the process which it tried to enhance? Maybe. 

Change processes may decrease the perception of  the performance 

The initial assessment shows that the team’s average performance ”somewhat”, and in 
comparison to QPSNordic (Dallner et al., 2000a) does the team perform one standard de-
viation lower than average at the benchmarking question ”Is the team successful at pro-
blem solving?” (id134, q115). 

One possible explanation to why the changed process has not had a positive effect on 
the performance might therefore be that the social capital sways with the changing envi-
ronment and when the previously unspoken feedback starts to surface. When this envi-
ronment also includes the team members superior, the team leader, it may also stress the 
relation between the two individuals. 

A changed leadership result in higher levels of  interpersonal stress 

The results show that the energy during the team meetings went down, as well as the 
team leaders interaction with the team members. There are further indications that the 
team has higher levels of  interpersonal stress since the team members answers to the 
question ”Is the relationship between you and the Team Leader a source of  stress to 
you?” are more than one standard deviation higher than the average comparison in 
QPSNordic (id112, q91). The results further show that the team leader and the team mem-
bers perceive that the team leader has tried to use another leadership style than the do-
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minant one (id104, 106), a change which is appreciated but perceived as difficult by the 
participants. 

In an attempt to measure the effects of  the perceived change of  leadership style on the 
perceived levels of  stress, the correlation between the two variables was calculated. The 
correlation between the perceived interpersonal stress and the team leader’s perceived use 
of  another leadership style than the dominant one was relatively high. This implies a cor-
relation between the stress levels and the changed leadership style. The numbers were 
calculated from the weekly averages of  the participants' self-assessments from a total of  
27 data points from the team leader and 59 data points from the team members. 

When a non-positive measure might be a positive result 

Another reason why the changed process did not have a positive effect on performance 
might be that the reflection created a raised awareness of  the issues at hand. The raised 
awareness may for example improve the performance since relevant issues may be add-
ressed more quickly, or decrease the perception of  the performance since previously 
overlooked issues become part of  the perception. 

Although the team’s perception of  the performance has not improved and there is a high 
level of  stress resulting from the interpersonal relationships, the study was still conside-
red useful and successful in the evaluation, thus raising the question: Are there other 
ways to measure system success than improved performance? 

5.1.2. How to measure success? 

According to the review by Kujala (2003) there is a positive correlation between user in-
volvement and system success, user satisfaction, acceptance of  the system and increased 
participation in the organization’s decision-making. 

The result of  this study shows that the users overall are rather satisfied with the system. 
There are also indications that the team leader to a higher extent involves the team mem-
bers in important decisions. The technology acceptance model by (Davis et. al., 1989) 
may further be used to show that acceptance of  the system is rather high, both regarding 
the users’ behavioral intention to use and the actual system use. 

This system was mainly designed to change the participants’ behavior, and not to impro-
ve the team’s performance. The result of  this study shows no significant increases in any 
of  the measured areas in the secondary outcome. However, when the participants were 
asked about their perception of  improvements, the areas which they perceived to have 
improved the most are individuals’ and the team’s behavior, which shows that the study 
had a positive impact on the system outcome and the participants learning (Rostvall & 
Selander, 2008). 
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5.2. Commitment and reflection are key factors for change 
The theoretical framework in this thesis combines theories from three different fields; 
learning, organizational development, and human-computer-interaction. In the intersec-
tion between these theories we find the key to successful learning, successful organiza-
tional development and successful human-computer-interaction: commitment. 

5.2.1. Change requires commitment 

The participants’ commitment to change during the study was measured by the partici-
pants’ own assessment of  how they had lived up to their own commitment of  suppor-
ting behavior, and by measuring the participants’ adherence to the study. 

Creating adherence requires commitment 

The adherence of  this study was good, which is a positive result in itself. The results 
show a small correlation between when the participants’ answered the surveys and when 
the reminders for the weekly assessments were sent out. The comments from the parti-
cipants further shows that the researcher’s interaction with the participants was impor-
tant to create a behavior pattern of  assessment and reflection. 

An open and honest conversation about being a team 

The result from the participants’ assessment of  their own commitment to change shows 
that the participant’s were somewhat committed to the change. Their biggest obstacle to 
overcome was the struggle between the change process in the management team and 
their own work in their respective units. The participants who had the possibility to focus 
on the change process said they supported the process by participating actively, addres-
sing the previously unspoken issues, requesting time for important discussions, actively 
listening to others, and by open and honest conversations. The struggle between the 
change process in the management team and the everyday work, in combination with the 
interaction analysis, made the team reflect and raise the question if  they were actually a 
team. The discussion ended with a proposal to change the organizational structures, ho-
pefully contributing more to the organizational performance. 

User-centralization as a driver for commitment 

The study was considered useful by the participants. The result from the surveys and the 
interviews showed a high actual use of  the technology, a rather high perceived usefulness 
and rather high ease of  use, which all indicates a high usability for the system (Davis, 
1989). The high usability was in the evaluation considered being a result of  the user-cent-
ralization of  the study. The coach and the participants agreed that the design of  the 
study was useful and that the changes were in fact enhancing the process and making the 
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users more committed. They also agreed that the next step in developing the process 
should be to keep iterating the study to see what the long-term effects would be. In con-
clusion, using a user-centered design approach can be seen as a driver for commitment. 

5.2.2. Setting context to facilitate learning 

Setting context is important in order to enhance the effects of  learning. The user-centra-
lization of  the study made it possible for the researcher to create a relationship with the 
users, which was considered important by all users to set a good context for the study. 

Setting context with change agents 

This study had two consultants or change agents (Illeris, 2003); one change agent for the 
organizational development, i.e., the coach, and one change agent for changing the orga-
nizational development process, i.e., the researcher. Both of  these change agents had the 
purpose to facilitate structures to continuously develop the individuals towards their full 
potential (Knowles, 1974). The coach strives to help the participants improve the lea-
dership and their effectiveness. The researcher strives to give the coach the opportunity 
to help the participants in the best possible way, while continuously evaluating how to do 
that in the best possible way. Think of  it as three gears, the first representing the team or 
the client, the second representing the coach or TruePoint, and the third representing the 
researcher. Each of  these gears may spin autonomously, but when added to each other, 
all of  these three gears need to interact in a way which keeps them spinning or otherwise 
the whole system will stop. The three gears may also be seen as three learning systems, 
thus stressing the importance of  designing each new gear in the context of  the previous 
ones in order to enhance the learning (Day, 2001; Illeris, 2003).  

5.3. Creating insight through transparency 
According to Day (2001) and Luft & Ingham (1961b) there is a positive relation between 
high performing teams and a climate of  open and positive communication. One way to 
achieve a climate with open and positive communications is by creating structures for 
facilitating honest and objective feedback (Luft & Ingham, 1961b). 

5.3.1. Feedback is an act of learning 

From a learning perspective may feedback be compared to the combination of  situated 
learning and learning by expanding. Learning by expanding (Engeström, 2014) emphasi-
zes the individual dimension of  learning, which may compared to the act of  giving feed-
back. The situated learning (Lave & Wenger, 1991) emphasizes the social dimension of  
learning and the interpretation of  surrounding world, like receiving and interpreting 
feedback from others. It might therefore be possible that giving and receiving feedback is 
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an act of  learning, thus agreeing with Knowles (1978) that honest and objective feedback 
facilitates learning.  

Feedback is a combination of  social and individual dimensions 

There are three main feedback structures which has been used during the study; the 
feedback structures within the process, the feedback structure which is the process itself, 
and the coaching. Coaching is, when mentioned in the theoretical framework, not inclu-
ded as a feedback structure (Day, 2001) although it provides feedback from an individual 
who is trusted with giving guidance. The different structures may be seen as representa-
tions for different dimensions of  the development process; 

• The internal feedback structures refer to both the individual and the social dimen-
sion of  the development process. The reflection upon one’s own behavior may lead 
to the expansion of  the open area into the blind area by new insights or transforma-
tion of  external knowledge into internal meaning. The feedback structures may furt-
her widen the open area by the disclosure of  knowledge, feelings or attitudes etc. to 
others within the team, thus shrinking the hidden are for the individual giving the 
feedback and maybe even shrinking the blind area for the individual(s) receiving the 
feedback. 

• The overall feedback structures, i.e., the process itself, refers to the social and con-
textual dimension of  the process, where the feedback may improve the environment, 
the processes, and the structures surrounding the individuals. The feedback may also 
diminish the individuals’ hidden area or the team’s unknown area by finding behavio-
ral patterns which were to obscure to see without an overall perspective. 

• The coaching refers to both the individual dimension and the social dimension of  
the development process. The coaching has a similar function as the internal feed-
back structures, with the important difference that the coach is perceived as an ex-
ternal, objective party or even as an expert on the subject of  change, thus providing 
the participants of  the process more opportunities for learning. 

An environment which facilitate feedback, which creates an environment… 

In theory, feedback is an important part of  an environment which is perceived as safe, 
accepting, trusting and understanding (Knowles, 1978). It is an environment with good 
communication and co-operation (Luft & Ingham, 1961b), and with high commitment to 
change and positive impact on both performance and social climate (VandeValle, 2001). 
Although the theory stresses the importance of  feedback, the results from the study 
show that the participants perceived that feedback and coaching were the factors which 
had the least impact in the study. This raises the question what comes first; a climate with 
good social capital where the individuals are willing to accept the feedback, or feedback 
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which creates a climate with good and open communications? According to VandeValle 
(2004) and Krasman (2011) positive experiences of  feedback are an amplifier of  the ef-
fects of  the feedback and its duration. It might be that the feedback which creates an 
environment and the environment which facilitates feedback are stuck in a loop. The 
loop may be a positive one which strengthens the social capital and facilitates feedback, 
or a negative one which decreases the social capital and impede feedback. It is thus im-
portant to address both the environment and the feedback structures to push the loop in 
the right direction. 

5.3.2. Creating paths for communication 

This study has many stakeholders, each interested in different parts of  the results depen-
ding on the perspective of  participating in this study. The participants perceived the 
study to have an impact on their behavior by facilitating reflection, both individual and 
within the team. The coach perceived that the study gave insight to the client’s progress 
by relevant data and by increased interaction. The participants and the coach agreed that 
this would not have been possible to achieve without technology as a means to create 
paths for communication. 

Action learning leading to action and learning 

When the results were presented to the participants in the end of  the study, the partici-
pants called for a meeting to discuss and reflect upon the outcome of  the study. During 
this meeting they used the results to propose a new organizational structure. They also 
planned future meetings, firstly to reflect upon the challenges of  the team leadership, and 
secondly to discuss the internal feedback structures to address the disconnection 
between perceived given and received feedback. These meetings show an action and a 
change in the participants’ behavioral patterns which both the participants themselves 
and the coach believes to be a result of  the study, thus concluding that the technology 
enhanced the action learning process. 

Technology creates transparency and increases interaction 

One of  TruePoint’s objectives in this study was to get more insight and transparency into 
their client’s progress. The hypothesis was that technology would provide the coach with 
data on the team’s behaviors and attitudes, thus creating transparency by knowledge. Alt-
hough this was perceived to be true, the coach did not foresee that the study would crea-
te transparency by generating more invitations to actual meetings. This result could be 
seen as the participants giving the coach a greater consulting role and greater possibilities 
to act as a change agent (Knowles, 1978). Inviting the coach to participate and thus 
asking for more feedback may also be seen as a sign of  higher levels of  trust and a posi-
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tive experience of  the feedback intervention that is the study (VandeValle 2001; Vande-
Valle 2004). 

Technology as an artifact to mediate and compile knowledge 

Learning happens, according to Vygotsky (1999) when an individual interprets the world 
and it's meaning through an artifact. One commonly known artifact to mediate knowled-
ge is language, thus the artifact may be seen as a way to present an individuals thoughts. 
These thoughts may be presented in many ways, and sometimes language is not enough. 

The participants and the coach in this study have been interacting for about two and a 
half  years, and some of  the individuals have known each other longer than that. Most of  
them interact directly almost every week and they meet at least every quarter, but there 
was still a difference in perceived feedback within the team. Adding technology to the 
process may be seen as adding a new artifact to their interaction. Since this artifact both 
collects, compiles and presents the participants’ thoughts, it may show patterns in beha-
vior and attitudes which the participants where not aware of  themselves, thus expanding 
the groups collective open area and accelerating actions upon these insights. 

By using technology to collect and present the participants’ thoughts, it is possible to 
present the thoughts in a new way. And since the presentation of  a content is part of  the 
content itself, it is further important to design the artifact with the participants to make it 
possible to use the artifact for mediation of  the participants’ thoughts. 

5.4. Reliability in a non-static situation 
In conclusion, this study showed a perceived change in behavior due to reflection and an 
increased transparency into the change process, both facilitated by the technology added 
to the process. The reliability of  the study may further be discussed in a number of  ways; 
quality of  the responses, the response rate, mishappenings, etc. It may also be discussed 
by how well the results corresponds to the real world and how well the case studied re-
presents the general case, or how sustainable the results are. 

Errors do happen, but can be fixed 

The response rate and quality of  the responses in the study was good. Most of  the parti-
cipants participated actively throughout the whole study. Some participants provided 
more data to the study than others thus making it possible for an individual to affect the 
results in the study due to the small population.  

During the collection of  data and the analysis of  the results, two errors were found to 
have occurred during the study: 
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• One question in the weekly assessment had an error in formulation. It was formula-
ted to ask for the participants’ daily interaction rather than the weekly interaction, 
which was the intention. Some participants answered the question on the basis of  its 
formulation and some answered on the bases of  its intended meaning, thus making 
the interaction graph inconclusive. Although the graph was incorrect, the team still 
found it useful since it was only one representation of  their interactions. 

• One participants had problems with the design of  one survey. The table of  possible 
answers had been cut off  in two questions. But, since both questions have gotten 
answers on the full range and no other comments have been made, it seem to have 
been a problem that affected one participant only. The reason for this might be the 
participant’s choice of  device and software to answer that specific survey, why the 
technology should be user-tested in different environments before continued use. 

Self-measurements may affect the generalizability 

When the individuals in the case studied are spread all over the world, making objective 
observations on site are a rather difficult and an expensive way of  collecting data. Ho-
wever, self-measurements provides the researcher with a different kind of  qualitative data 
than one would get by other qualitative research methods. In a way, the data collected is 
more dependent on the individuals participating in the study, which might impair the ge-
neralizability of  the study since it is impossible to replicate the same settings for the same 
individuals in another place in time. In another way, the data collected is less dependent 
on the researcher since the data will be collected with a broader range of  perspectives, 
which might improve the generalizability since the data may be more nuanced since it is 
not collected through the eyes of  a single individual. 

Generalization in a changing world  

In this study, ten people identified as male and one as female. Because of  the unbalanced 
distribution between genders it is important to question the generalizability of  the study, 
since some of  the results might be effects of  the inequalities within the group or the or-
ganization. It is therefore difficult to say what results this study would have produced if  
the case studied would have had greater diversity. It might be that the unbalanced distri-
bution actually do represent the general distribution of  today, but even if  that would be 
the case now it will hopefully change in the future, again questioning the generalization. 

Sustainability in a changing world 

The process and the tools were all designed with the aim to make them sustainable, easy 
to maintain, and reusable from both a process perspective and a social perspective. With 
the same purpose both the process and the tools were designed with previous studies 
and tools as a base to further increase its sustainability and reusability. 

!  ( ! )50 82



The process and the tools were also designed to have as little impact on the environment 
as possible, e.g. by reducing on-site meetings where the participants have to fly in, and by 
using web surveys which do not need to be printed and physically distributed. 

A changing model and a changing world 

Due to the above analysis, there seems to be no indications that the study should be inva-
lidated. However, there is always a risk that the result of  this study is a representation of  
the system studied rather than a representation of  a common phenomena, especially 
when studying such changing complex systems as learning, human behavior, and organi-
zational development. It is also a risk that the result of  this study is a representation of  
the individuals conducting the research, since it is not an objective observation of  a static 
situation. When studying a constantly changing world, there might also be a need for a 
constantly changing model. 

5.5. Contributing to a better society 
The overlap between learning, organizational development and human-computer interac-
tion is not huge, neither in the figure below nor in research. The results from this thesis 
work may therefore have many applications, for example: 

• By exploring the participants perception of  a user-centered designed action learning 
this study has aligning learning and human-computer interaction in the learner / 
user. By combining the theories in human-computer interaction and the findings that 
learner-centralization is perceived to increase motivation and accelerate learning, it is 
possible to improve both organizational development and education by further in-
volving the learner when designing systems for learning. 
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• By exploring the participants perception of  the key factors for behavioral change, 
this study has aligned learning and organizational development in the transformation 
of  knowledge / reflection. By combining the importance of  organizational setting 
for a learning environment with the findings that commitment and reflection are the 
key factors for change, it is possible to improve organizational development and 
education by designing feedback structures which facilitates a learning environment. 

• By exploring the participants perception of  the technology, this study has aligned 
human-computer interaction and organizational development in the user-centered 
design / action learning process. By applying the importance of  reflectional itera-
tions into development processes, it is possible to further increase the individuals’ 
commitment and search for feedback as well as the organizational performance. 

Finally, another important aspect of  designing systems for learning within organizational 
development is a societal aspect. In order to face the challenges of  environmental, eco-
nomical and societal sustainability, we need to solve the problems at hand and create an 
environment which is characterized by learning. Although we all need to continuously 
improve our ways of  working and to have an ongoing change process, some individuals 
already have the possibility to lead the way. The coach and the participants in this study 
are all role models, regardless if  they want it or not. Their attitudes and ways of  working 
makes an impression at their companies, within their societies and within their families. 
By improving their ways of  working, this study may also have improved our society. 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6. CONCLUSIONS AND ADVICE 
The purpose of  this exploratory study, which is described in §1.4, was to explore how 
the participants perceived a behavioral change process when it was matched with techno-
logy, what aspects of  the process that affected the participants’ learning and behavior, 
and to find a technological solution which enabled coaching for behavioral change. 

6.1. Conclusions 
The result of  this thesis work shows that it is important to drive motivation and com-
mitment in order to succeed with change processes. It is also important to center the 
process around its prospective users, the learners, both in the design of  the process itself  
and in its content. It is further desirable to strive for an honest, trusting and open envi-
ronment where the self-improvement is advocated in a social context. By designing feed-
back structures into the change process, it is possible to increase the participants’ know-
ledge and understanding of  each other, their behaviors, and their performance. 

In conclusion, this study showed a perceived change in behavior due to reflection and an 
increased transparency into the change process, both facilitated by the technology added 
to the process. The answers to the research questions are thus: 

I. What is the perceived change in behavior when the organizational change process is 
changed with behavioral tracking and coaching? 

The participants perceived a rather small to somewhat improvement in all measured are-
as in the study, but the measured perceived change was non-significant. The greatest per-
ceived improvement was the participants’ own behavior, followed by the team leader’s 
behavior, the team’s behavior and the team leadership. The perceived stress within the 
group increased during the study, which can be a result of  a swaying social capital within 
the group due to the increased perception of  changed leadership. The coach perceived 
that the study increased the transparency into the participants’ progress, by accessing the 
compiled self-measurements and by increased interaction with the team members. 

II. What are the perceived key aspects for learning and behavioral change in the pro-
cess? 

The participants’ perceived that the keys for learning and behavioral change were to put 
the change process on the agenda and to reflect upon one’s own behavior and the team’s 
performance.  

III. How could the technology be designed in order to enhance the process? 

The technology should be designed with the users in order to enhance the process. 
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6.2. Advice and future research 
Future studies are advised to further explore the longterm effects of  such a study as well 
as the effects on teams with different composition or size. It would also be interesting to 
see the effects of  the study on teams which have a different starting position, for examp-
le by studying the change in perceived performance in correlation to perceived change 
leadership and levels of  perceived stress. 

TruePoint is planning to, after revision, start two new iterations of  the study; one with 
the same team as was used in this study, and one with a new team. The advice given to 
TruePoint, and to other studies of  behavioral change with technology enhancement are: 

• Have clearly defined goals and a common understanding of  why change is needed. 

• Keep the iterations short but make the study last longer. 

• Make time for discussions were the results and the reflections are discussed. 

• Based on the reflections and the discussions, change the content of  the study often 
in order to focus at the problem and hand and to keep up the commitment. 
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APPENDIX A – QUESTIONS AND RESULTS 

Abbreviations: 

A = All 

T = Team Members 

L = Team Leader 

I = Initial Assessment 

D = Daily Tracking 

W = Weekly Assessment 

M = Meeting Assessment 

F = Final Assessment 

QPS = QPSNordic 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Table A: Survey questions, ID, response population and results
ID Question Respons Population Results

QPS Study Question I D W M F I F Δ µ σ QPS µ QPS σ QPS µ 
min

QPS µ 
max Δµ

Information

Identifiers

id001
Please enter your survey ID-number which you got during the 
introduction to the study  A L T A A

id002 Please enter the date for which these answers apply L

id003 Please enter the start time for the Team Meeting A

Personal Background

q1 id004 Date of birth A

q2 id005 Sex A

q4 id006 Title of occupation A

q5a id007 How long have you worked for this company? A

q5b id008 In what department / section / unit do you work? A

q6 id009 How long have you worked at your current position? A

q7 id010 Is your employment contract … A

q8 id011 Are you a contract worker? A

q9 id012 Is your job a supervisory position? A

q10 id013 How many hours a week do you usually work? A A 59,09 8,21

id014 What role do you have in the Team? A A

 Behavior

Daily behavior

id015 How much time did you spend on the following activities 
today? E-mails L 3,00 1,09

id016 How much time did you spend on the following activities 
today? Operational topics (e.g. Fire fighting) L 2,48 0,92

id017
How much time did you spend on the following activities 
today? Strategic (Business or organizational, e.g. going after 
root causes to problems, setting context)

L 2,59 1,25

id018 How much time did you spend on the following activities 
today? Checking in with team members (coaching etc) L 2,67 0,70

Interactions

id019
Please enter the names of the Team Members you have 
interacted directly (F2F/video/phone) with today? Note: Your 
answer will be encoded to ensure anonymity

L T

Technology

id20 What type of mobile telephone do you PRIMARILY use? A

id21 In a typical week, how often do you use any of the following 
devices? Desktop Computer A 1,64 1,29

id22 In a typical week, how often do you use any of the following 
devices? Laptop Computer A 5,00 0,00

id23 In a typical week, how often do you use any of the following 
devices? Tablet Computer (e.g. iPad, Samsung Galaxy) A 2,64 1,63

id24 In a typical week, how often do you use any of the following 
devices? E-book Reader (e.g. Kindle, Nook) A 1,36 0,92

id25 In a typical week, how often do you use any of the following 
devices? Mobile Phone A 5,00 0,00

id26 In a typical week, how often do you use any of the following 
devices? I do not use any of these electronic devices A 1,55 1,29

id27

In a typical week, how often do you use any of the above 
devices for any of the following activities? Reading news, 
articles, blogs, forums. A 4,18 0,87

id28
In a typical week, how often do you use any of the above 
devices for any of the following activities? Listening to music, 
podcasts, internet radio,

A 2,45 1,75

id29
In a typical week, how often do you use any of the above 
devices for any of the following activities? Watching movies, tv 
shows, or other videos.

A 1,82 1,25

id30
In a typical week, how often do you use any of the above 
devices for any of the following activities? Managing money, or 
business.

A 2,73 1,68

id31
In a typical week, how often do you use any of the above 
devices for any of the following activities? Recreation, e.g. 
playing games, casino, looking at cat pictures.

A 1,73 1,27

id32 In a typical week, how often do you use any of the above 
devices for any of the following activities? Shopping or selling. A 1,82 1,17

id33 In a typical week, how often do you use any of the above 
devices for any of the following activities? Social networking. A 2,55 1,51

Expectations and perception of the Enhanced Process

Team Leader’s Expectations on process elements 5,00

id034 For the enhanced process, what are your expectations on the 
effects of the feedback? L 5,00

id035 For the enhanced process, what are your expectations on the 
effects of the coaching? L 5,00

id036 For the enhanced process, what are your expectations on the 
effects of the reflection? L 5,00
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id037 What are your expectations on the effects of the feedback? L

id038 What are your expectations on the effects of the coaching? L

id039 What are your expectations on the effects of the reflection? L

Team Leader’s Perception of process elements 3,50

id040 For the enhanced process, what are your perception of the 
effects of the feedback? L 2,00

id041 For the enhanced process, what are your perception of the 
effects of the coaching? L 4,00

id042 For the enhanced process, what are your perception of the 
effects of the reflection? L 4,00

id043 For the enhanced process, what are your perception of the 
effects of the tracking of behavior? L 4,00

id044 How did you perceive the effects of the feedback? L

id045 How did you perceive the effects of the coaching? L

id046 How did you perceive the effects of the reflection? L

id047 How did you perceive the effects of the tracking of behavior? L

Team Members’ Perception and Expectations on Team Leadership 3,25 3,07 −0,18 3,18

id048 In the last four weeks, what is your perception of the 
effectiveness of the Team Leadership? T T 3,00 2,86 −0,14 2,94 0,56

id049 For the next four weeks, what are your expectations on the 
effectiveness of the Team Leadership? T T 3,50 3,29 −0,21 3,41 0,71

id050 Please elaborate on how you did perceive the leadership 
during the study? T

The results of the enhanced process 2,40

id051 What is your perception of how much the following areas has 
been improved by the enhanced process? Team Leadership A 2,38 0,74

id052 What is your perception of how much the following areas has 
been improved by the enhanced process? Team Performance A 2,50 1,07

id053
What is your perception of how much the following areas has 
been improved by the enhanced process? Team Processes 
and Structures

A 2,13 0,99

id054
What is your perception of how much the following areas has 
been improved by the enhanced process? Team Commitment, 
Trust and Social Climate

A 2,25 1,04

id055 What is your perception of how much the following areas has 
been improved by the enhanced process? Team Meetings A 2,25 1,04

id056
What is your perception of how much the following areas has 
been improved by the enhanced process? Team Leader’s 
behavior

A 2,57 0,79

id057
What is your perception of how much the following areas has 
been improved by the enhanced process? The Team’s 
behavior

A 2,50 1,20

id058 What is your perception of how much the following areas has 
been improved by the enhanced process? Your own behavior A 2,63 0,92

id059
What is your perception of how much the following areas has 
been improved by the enhanced process? Other (please 
specify)

A

Key factors for change

id060
What is your perception of how much these factors has 
impacted the result of the enhanced process?Putting the 
change process on the agenda

A 3,25 1,04

id061
What is your perception of how much these factors has 
impacted the result of the enhanced process?Continuously 
evaluating the change process

A 3,00 0,76

id062
What is your perception of how much these factors has 
impacted the result of the enhanced process? Reflecting upon 
my own behavior

A 3,25 0,71

id063
What is your perception of how much these factors has 
impacted the result of the enhanced process?Reflecting upon 
the Team’s performance

A 3,25 0,46

id064
What is your perception of how much these factors has 
impacted the result of the enhanced process? Getting 
coaching and/or feedback from external party

A 1,71 1,11

id065 What is your perception of how much these factors has 
impacted the result of the enhanced process?Giving feedback A 2,38 1,06

id066
What is your perception of how much these factors has 
impacted the result of the enhanced process? Receiving 
feedback

A 2,38 1,06

id067
What is your perception of how much these factors has 
impacted the result of the enhanced process?Other (please 
specify)

A

id068 Please elaborate on your perception of the key factors and 
effects of the enhanced process. A

Perception of the technology 3,44

id069 What is your perception of the TIME USAGE of the study and it’s 
components? The time usage for the overall study A 2,63 0,74

id070
What is your perception of the TIME USAGE of the study and it’s 
components? The time spent on filling out the Initial and Final 
Assessment

A 2,88 1,13

id071
What is your perception of the TIME USAGE of the study and it’s 
components? The time spent on filling out the Weekly 
Assessment or Daily tracking

A 2,63 1,06

Question Respons Population Results

Question I D W M F I F Δ µ σ QPS µ QPS σ QPS µ 
min
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id072
What is your perception of the TIME USAGE of the study and it’s 
components? The time spent on filling out the Team Meeting 
Assessment

A 2,63 0,92

id073 What is your perception of the TIME USAGE of the study and it’s 
components? Suggestions or comments A

id074 What is your perception of the TIME DISTRIBUTION of the study 
and it’s components? The time distribution for the overall study A 3,00 0,53

id075
What is your perception of the TIME DISTRIBUTION of the study 
and it’s components? The time between the Initial and Final 
Assessment

A 3,00 0,58

id076
What is your perception of the TIME DISTRIBUTION of the study 
and it’s components? The time between the Weekly 
Assessments or Daily trackings

A 2,88 0,35

id077
What is your perception of the TIME DISTRIBUTION of the study 
and it’s components? The time between the Team Meeting 
Assessment

A 2,63 0,74

id078 What is your perception of the TIME DISTRIBTUION of the study 
and it’s components? Suggestions or comments A

id079

What is your perception of the technology used in this study 
regarding the USEFULNESS (i.e. enhanced the performance of 
your and the Team’s work)? The overall technical solution (i.e. 
answering the surveys at SurveyMonkey and getting email 
reminders)

A 3,88 1,36

id080
What is your perception of the technology used in this study 
regarding the USEFULNESS (i.e. enhanced the performance of 
your and the Team’s work)? The Initial Assessment

A 3,50 1,07

id081
What is your perception of the technology used in this study 
regarding the USEFULNESS (i.e. enhanced the performance of 
your and the Team’s work)? The Weekly Assessment

A 3,57 1,13

id082
What is your perception of the technology used in this study 
regarding the USEFULNESS (i.e. enhanced the performance of 
your and the Team’s work)? The Daily Tracking

A 3,40 1,52

id083
What is your perception of the technology used in this study 
regarding the USEFULNESS (i.e. enhanced the performance of 
your and the Team’s work)? The Team Meeting Assessment

A 3,63 0,92

id084
What is your perception of the technology used in this study 
regarding the USEFULNESS (i.e. enhanced the performance of 
your and the Team’s work)? Suggestions or comments

A

id085

What is your perception of the technology used in this study 
regarding how easy they were TO USE? The overall technical 
solution (i.e. answering the surveys at SurveyMonkey and 
getting email reminders)

A 4,29 0,76

id086 What is your perception of the technology used in this study 
regarding how easy they were TO USE? The Initial Assessment A 4,29 0,76

id087 What is your perception of the technology used in this study 
regarding how easy they were TO USE? The Weekly Assessment A 4,17 0,75

id088 What is your perception of the technology used in this study 
regarding how easy they were TO USE? The Daily Tracking A 4,33 0,82

id089
What is your perception of the technology used in this study 
regarding how easy they were TO USE? The Team Meeting 
Assessment

A 3,71 1,38

id090
What is your perception of the technology used in this study 
regarding how easy they were TO USE? Suggestions or 
comments

A

id091

What is your perception of the technology used in this study 
regarding the DESIGN? The overall technical solution (i.e. 
answering the surveys at SurveyMonkey and getting email 
reminders)

A 3,75 0,46

id092 What is your perception of the technology used in this study 
regarding the DESIGN? The Initial Assessment A 3,63 0,52

id093 What is your perception of the technology used in this study 
regarding the DESIGN? The Weekly Assessment A 3,57 0,53

id094 What is your perception of the technology used in this study 
regarding the DESIGN? The Daily Tracking A 3,57 0,53

id095 What is your perception of the technology used in this study 
regarding the DESIGN? The Team Meeting Assessment A 3,50 0,53

id096 What is your perception of the technology used in this study 
regarding the DESIGN? Suggestions or comments A

id097 Other comments regarding the enhancement of the process? A

Team Leadership 3,24 3,19 −0,04

General Team Leadership 3,15 3,12 −0,03 3,32

id098 Does the Team Leader guide you as a Team to focus on the 
right value added work? T T 3,00 2,86 −0,14 2,94 0,75

id099 Does the Team Leader involve you and give you context so 
that you can perform better? T T 3,40 3,29 −0,11 3,35 0,79

q85 id100 Does the Team Leader encourage you to speak up, when you 
have different opinions? T A T 3,60 3,57 −0,03 3,98 0,86 2,78 1,19 1,74 3,50 1,20

q84 id101 Does the Team Leader encourage you to participate in 
important decisions? T T 2,70 3,29 0,59 2,94 0,90 2,74 1,18 1,63 3,30 0,20

id102 Does the Team Leader reward and recognize collaboration 
and teamwork? T T 3,20 3,14 −0,06 3,18 0,81

id103 Does the Team Leader’s behavior create energy in the 
meetings? T A T 3,00 2,57 −0,43 3,52 0,99

Team Leadership styles 3,00 3,29 0,29 3,44

Question Respons Population Results
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id104 Have you tried to use other leadership styles that your dominant 
one? L 3,56 1,19

id105 What leadership style have you tried to use? Please select all 
that apply? L

id106
Have you experienced that the Team Leader has tried to use 
the agreed leadership style with you?  T T T 3,00 3,29 0,29 3,33 0,70

Relation to Team Leader 3,24 3,14 −0,10 3,42

id107 Is the support you get from the Team Leader helping you to 
develop, and perform better? T T 3,30 3,14 −0,16 3,24 0,97

id108 Is the Team Leader’s control, follow-up and steering of you 
helfpful for you to develop, and perform better? T T 3,20 3,14 −0,06 3,18 0,73

id109 Do you feel that the Team Leader trusts you to deal 
independently with issues you are accountable for? T T T 3,20 2,86 −0,34 3,43 0,72

q75 id110 If needed, is the Team Leader willing to listen to your work-
related problems? T T 3,50 3,86 0,36 3,65 0,70 3,79 1,09 3,31 4,80 −0,14

q78 id111 Are your work achievements appreciated by the Team 
Leader? T T T 3,60 3,29 −0,31 3,63 0,76 3,21 1,17 2,13 4,00 0,42

q91r id112 Is the relationship between you and the Team Leader a source 
of stress to you?  T T T 2,90 3,29 0,39 3,07 0,93 1,80 0,95 1,20 2,42 1,27

id113 Is the Team Leader’s interaction with you energizing? T T T 3,00 2,43 −0,57 3,21 0,95

id114 Has your interaction with Team Members been energizing? L 3,93 1,00

Relation to Team Members 3,47 3,43 −0,04 3,45

q72 id115 If needed, are your Team Members willing to listen to your work-
related problems? T T 3,80 3,57 −0,23 3,71 0,59 3,80 1,02 3,10 4,38 −0,09

id116 Is the Team’s work helping you to learn and develop? T T 3,30 3,14 −0,16 3,24 0,66

id117 Is the Team Members’ interaction with you energizing? T T T 3,30 3,57 0,27 3,41 0,80

Perceived Feedback

Team Leader to Team Member

id118 In the last week, how many times have you received postive/
constructive feedback from the Team Leader? T T T 0,82 1,16

id119 In the last week, how many times have you received negative/
correctional feedback from the Team Leader? T T T 0,70 1,09

id120 In the last week, how many times have you given positive/
constructive feedback to any of the Team Members? L 1,26 1,06

id121 In the last week, how many times have you given negative/
correctional feedback to any of the Team Members? L 0,36 0,81

id122 What did you feel when giving positive/constructive feedback? L

id123 What did you feel when giving negative/correctional 
feedback? L

Team Member to team Leader

id124 In the last week, how many times have you given positive/
constructive feedback to the Team Leader? T T T 0,75 1,10

id125 In the last week, how many times have you given negative/
correctional feedback to the Team Leader? T T T 0,39 0,71

id126 In the last week, how many times have you received postive/
constructive feedback from any of the Team Members? L 0,07 0,27

id127 In the last week, how many times have you received negative/
correctional feedback any of the Team Members? L 0,00 0,00

id128 What did you feel when receiving positive/constructive 
feedback? L

id129 What did you feel when negative/correctional constructive 
feedback? L

Team Member to Team Member

id130 In the last week, how many times have you given positive/
constructive feedback to any of the Team Members? T T T 1,30 1,17

id131 In the last week, how many times have you given negative/
correctional feedback to any of the Team Members? T T T 0,46 0,89

id132 In the last week, how many times have you received postive/
constructive feedback from any of the Team Members? T T T 1,09 1,08

id133 In the last week, how many times have you received negative/
correctional feedback any of the Team Members? T T T 0,30 0,57

Team Performance 2,97 2,80 −0,16

General Team Performance 3,06 2,67 −0,39 2,89

q115 id134 Is the team successful at problem solving? A A 3,00 2,88 −0,13 2,95 0,91 3,70 0,83 3,00 4,26 −0,75

id135 Is the Team successful at learning and improving how you 
perform as a team? A A 3,00 2,75 −0,25 0,88

id136 Are tough issues resolved in the Team, understanding differing 
perspectives, and effectively building agreements? A A 3,18 2,38 −0,81 2,84 1,07

Performance outside of Meetings 3,04 2,96 −0,08 3,13

id137 Do the Team Members articulate and communicate a united 
direction to the organization? A A 2,91 2,75 −0,16 2,84 0,90

id138 Do the Team Members find creative or innovative solutions 
when working together? A A 3,09 3,25 0,16 3,16 0,69

id139 Do the Team Members, including yourself, make timely 
decisions, without unnecessary escalation? A T A 2,73 2,88 0,15 3,11 0,85

id140 Do the Team Members execute on agreements made within 
the Team? A T A 3,55 3,50 −0,05 3,48 0,75

Question Respons Population Results
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id141 Do the Team align well with other key stakeholders within the 
company/organization? A A 2,91 2,88 −0,03 2,89 0,57

id142 Are the right people being involved in joint problem solving? A A 2,82 2,63 −0,19 2,74 0,87

id143
To what extent have you secured that all relevant people are 
involved in problem solving (e.g. avoiding the bi-lateral 
approach when more people are affected)?

L 3,48 1,05

id144 To what extent have you encouraged rapid problem solving 
rather than several loops of questions? L 3,26 0,71

id145
Have you experienced that the Team Leader has encouraged 
rapid problem solving rather than several loops of questions? T T T 3,30 2,86 −0,44 3,17 0,89

Performance in Meetings 2,82 2,79 −0,03 2,81

id146 What is the quality of decisions made in the meetings? A A 2,73 2,75 0,02 2,74 0,56

id147 What is the level of new insight coming out of the Team 
meetings? A A 3,00 2,88 −0,13 2,95 0,78

id148 Does the Team achieve the desired outcomes in meetings? A A A 2,73 2,75 0,02 2,74 0,65

Team Meeting Characteristics 2,89 2,68 −0,22 3,40

id149 The Team meetings are characterized by Good use of time? A A A 2,27 2,50 0,23 3,24 1,25

id150 The Team meetings are characterized by Diciplined? A A A 2,09 2,50 0,41 3,32 1,20

id151 The Team meetings are characterized by Balanced 
participation? A A A 3,55 3,13 −0,42 3,69 0,99

id152 The Team meetings are characterized by Energy? A A A 3,64 2,88 −0,76 3,63 0,93

id153 The Team meetings are characterized by Well prepared (both 
meeting owner and meeting participants)? A A A 2,91 2,38 −0,53 3,14 0,99

Team Processes and Structures 2,85 2,66 −0,18

General Team Processes and Structures 2,82 2,50 −0,32 2,68

id154 Does the Team collaborate on top priorities most required by 
the strategy? A A 3,00 2,50 −0,50 2,79 0,92

id155 Is the Team aligned around the Strategy and Priorities to drive 
the 45 degree journey? A A 2,55 2,38 −0,17 2,47 0,90

id156 All Team Members’ skills and perspectives are well used in and 
outside of meetings? A A 2,91 2,63 −0,28 2,79 0,79

Process and Structures outside of Meetings 2,84 2,66 −0,18 2,76

id157 Do you interact with other Team Members outside of meetings 
(e.g. support, share knowledge, problem solving, ask for help)? A A 3,55 3,38 −0,17 3,47 0,90

id158 Does the Team communicate and share knowledge with the 
organization? A A 2,45 2,75 0,30 2,58 0,61

id159
The structures around the Team are facilitating effective team-
work (e.g. clear roles, reporting and communication 
processes)?

A A 2,82 2,13 −0,69 2,53 0,90

id160
It is clear how decisions are made, e.g. what decisions are 
shared in the Team, which are delgated, which are made by 
the Team Leader?

A A 2,55 2,38 −0,17 2,47 0,77

Process and Structures in Meetings 2,88 2,83 −0,05 3,33

id161 Is the Team successful in distributing roles in meetings? (e.g. 
leader, facilitator, time keeper, scribe) A A 3,27 3,25 −0,02 3,26 0,81

id162 Is the agenda, the desired outcome and the time allocation 
facilitating an effective Team meeting? A A A 2,73 2,50 −0,23 3,27 1,08

id163 Are meeting norms being established and followed during the 
meetings A A A 2,64 2,75 0,11 3,46 1,06

Team Commitment, Trust and Social Climate 3,45 3,26 −0,19

Team Commitment 4,45 3,88 −0,58 4,21

q113 id164 Do you appreciate belonging to this team? A A 4,45 3,88 −0,58 4,21 0,71 4,14 0,80 3,53 4,67 0,07

Committment 4,23 4,31 0,09 3,89

id165 Are you committed to the importance of being an effective 
Team? A A 4,36 4,38 0,01 4,37 0,83

id166 Are you committed to the joint purpose for the Team rather 
than only representing your own unit? A A 4,09 4,25 0,16 4,16 0,83

id167 Have you lived up to your own commitment of supporting 
behavior? T 3,14 0,79

id168 Please reflect upon HOW you have lived up to your own 
commitment? T

Team Trust

id169 How many times have you experienced a lack of trust FOR any 
of the Team Members today? L 0,07 0,27

Team Social Climate 3,03 2,81 −0,22 2,94

id170 What is the climate like in the Team? Respectfulness A A 4,09 3,75 −0,34 3,95 0,52

q92 id171 What is the climate like in the Team? Competitive A A 3,18 2,63 −0,56 2,95 1,22

q93 id172 What is the climate like in the Team? Encouraging and 
supportive A A 3,45 3,13 −0,33 3,32 0,89 3,33 1,0 2,63 3,82 −0,01

q94r id173 What is the climate like in the Team? Distrustful and suspicious  A A 1,82 2,13 0,31 1,95 0,85 1,89 1,0 1,30 2,53 0,06

q95 id174 What is the climate like in the Team? Relaxed and comfortable A A 3,18 2,75 −0,43 3,00 0,67 3,50 1,01 2,78 3,76 −0,50

q96 id175 What is the climate like in the Team? Rigid and rule-based A A 2,45 2,50 0,05 2,47 0,90

Other

id176 Other comments? A L T A A
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Welcome

Initial Assessment of Team

Process overview

WELCOME to the initial assessment in the study 

'IT Enhanced Feedback Structures for 

Improved Leadership & Team Effectiveness'.

____________________________________________

PURPOSE OF THE STUDY

The purpose of this study is three-fold.

1. The main purpose for the team is to accelerate the action learning process supporting the team leader in the

change process as well as improving team effectiveness.

2. The main purpose for TruePoint is to shed light on the Action Learning phase by tracking the leader’s behavior

and measuring the team’s respons. By doing this, we hope to make it possible to give the Team Leader relevant

coaching as well as making it possible to reflect upon the current situation and the progress.

3. The main purpose for the research is to analyze if the organizational change process can be enhanced by

technology and how it is perceived by the participants.

PROCESS OF THE STUDY

→ Initial Assessment (All)

* To get a good picture of the current situation

* To be able to measure the outcome of the intervention in the Final Assessment

Daily Tracking (Leader)

Weekly Assessment (Team)

Final Assessment (All)

1

FOR QUESTIONS:

Researcher

Anna Johansson

annaj9@kth.se | +46 (0)73-033 55 85

Supervisor

Magnus Finnström

mfinnstrom@truepoint.com | +46 (0)73-336 06 01

2

Personal Background

Initial Assessment of Team

1. Please enter your survey ID-number which you got during the introduction to the study

Format: AB001

*

Date of birth

DD

/

MM

/

YYYY

2. Date of birth*

3. Sex*

Male

Female

Other

4. Title of occupation*

3

5. How long have you worked for this company?*

Less than 6 months

6 months - 2 year

2 - 5 years

More than 5 years

6. In what department / section / unit do you work?*

7. How long have you worked at your current position?*

Less than 6 months

6 months - 1 year

1 - 2 years

More than 2 years

8. Is your employment contract …*

Permanent at the present company/organization

Temporary

9. Are you a contract worker?*

Yes

No

10. Is your job a supervisory position?*

Yes

No

11. How many hours a week do you usually work?*

TECHNOLOGICAL BEHAVIOR

During this study we will track the Team Leader's behavior daily and measure the impact on the Team by weekly

assessment. Both the daily tracking and the weekly assessment will be done through a web survey. To be able to

analyze the results, we want to know about your technological behavior.

4
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12. What type of mobile telephone do you PRIMARILY use?*

Regular cell/mobile phone (not a smartphone)

Android

iPhone

Blackberry/RIM

Windows Mobile

I don't have a mobile phone

Other (please specify)

 

Very

seldom or

never

Rather

seldom Sometimes

Rather

often

Very often

or always

Desktop Computer

Laptop Computer

Tablet Computer (e.g. iPad, Samsung Galaxy)

E-book Reader (e.g. Kindle, Nook)

Mobile Phone

I do not use any of these electronic devices

13. In a typical week, how often do you use any of the following devices?*

 

Very

seldom or

never

Rather

seldom Sometimes

Rather

often

Very often

or always

Reading news, articles, blogs, forums

Listening to music, podcasts, internet radio

Watching movies, tv shows, or other videos

Managing money, or business

Recreation, e.g. playing games, casino, looking at cat

pictures

Shopping or selling

Social networking

14. In a typical week, how often do you use any of the above devices for any of the following

activities?

*

5

Team Performance

Initial Assessment of Team

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Is the Team successful at problem solving?

Is the Team successful at learning and improving how

you perform as a team?

Are tough issues resolved in the Team, understanding

differing perspectives, and effectively building

agreements?

15. General Team Performance*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Do the Team Members articulate and communicate a

united direction to the organization?

Do the Team Members find creative or innovative

solutions when working together?

Do the Team Members, including yourself, make timely

decisions, without unnecessary escalation?

Do the Team Members execute on agreements made

within the Team?

Do the Team Members align well with other key

stakeholders within the company/organization?

Are the right people being involved in joint problem

solving?

16. Performance outside of Meetings*

6

 Very low Rather low Somewhat

Rather

high Very high

What is the quality of decisions made in the meetings?

What is the level of new insight coming out of the Team

meetings?

17. Team Performance in Meetings*

Very seldom or never Rather seldom Sometimes Rather often Very often or always

18. Does the Team achieve the desired outcomes in meetings?*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Good use of time?

Disciplined?

Balanced participation?

Energy?

Well prepared (both meeting owner and meeting

participants)?

19. The Team meetings are characterized by*

7

Team Process and Structures

Initial Assessment of Team

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Does the Team collaborate on top priorities most

required by the strategy?

Is the Team aligned around the Strategy and Priorities to

drive the 45 degree journey?

All Team Members’ skills and perspectives are well used

in and outside of meetings?

20. General Process and Structures*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Do you interact with other Team Members outside of

meetings (e.g. support, share knowledge, problem

solving, ask for help)?

Does the Team communicate and share knowledge with

the organization?

The structures around the Team are facilitating effective

team-work (e.g. clear roles, reporting and

communication processes)?

It is clear how decisions are made, e.g. what decisions

are shared in the Team, which are delgated, which are

made by the Team Leader?

21. Process and Structures outside of Meetings*

8
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Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Is your Team successful in distributing roles in

meetings? (e.g. leader, facilitator, time keeper, scribe)

Is the agenda, the desired outcome and the time

allocation facilitating an effective Team meeting?

Are meeting norms being established and followed

during the meetings?

22. Process and Structures in Meetings*

9

Team Commitment, Trust and Social Climate

Initial Assessment of Team

 Very little

Rather

little Somewhat

Rather

much Very much

Do you appreciate belonging to this team?

Are you committed to the importance of being an effective

Team?

Are you committed to the joint purpose for the Team rather

than only representing your own unit?

23. Team Commitment*

 Very little

Rather

little Somewhat

Rather

much Very much

Respectfulness

Competitive

Encouraging and supportive

Distrustful and suspicious

Relaxed and comfortable

Rigid and rule-based

24. What is the climate like in the Team?*

10

Team roles

Initial Assessment of Team

DIFFERENT TEAM ROLES - DIFFERENT ASSESSMENT

Different team roles needs different assessment, why you for the next page will answer questions depending on your

role in the Team.

Team Leader - Perception and Expectation on the enhanced process

Tram Member - Assessment of Team Leader

25. What role do you have in the Team?*

Team Leader

Team Member

11

Assessment of Team Leadership

Initial Assessment of Team

 Very low Rather low Somewhat

Rather

high Very high

In the last four weeks, what is your perception of the

effectiveness of the Team Leadership?

For the next four weeks, what are your expectations on

the effectiveness of Team Leadership?

26. Perception and Expectations on the Team Leadership*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Does the Team Leader guide you as a Team to focus

on high value added work?

Does the Team Leader involve you and give you context

so that you can perform better?

Does the Team Leader encourage you to speak up,

when you have different opinions?

Does the Team Leader encourage you to participate in

important decisions?

Does the Team Leader reward and recognize

collaboration and teamwork?

Does the Team Leader’s behavior create energy in

Team meetings?

27. General Team Leadership*

12
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Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Is the support you get from the Team Leader helping you

to develop, and perform better?

Is the Team Leader’s control, follow-up and steering of

you helfpful for you to develop, and perform better?

Do you feel that the Team Leader trusts you to deal

independently with issues you are accountable for?

If needed, is the Team Leader willing to listen to your

work-related problems?

Are your work achievements appreciated by the Team

Leader?

Is the relationship between you and the Team Leader a

source of stress to you?

Is the Team Leader’s interaction with you energizing?

Have you experienced that the Team Leader has tried to

use the agreed leadership style with you?

Have you experienced that the Team Leader has

encouraged rapid problem solving rather than several

loops of questions?

28. Relationship to Team Leader*

 0 1 2 3 4 5+ N/A

In the last week, how many times have you given

positive/constructive feedback to the Team Leader?

In the last week, how many times have you given

negative/correctional feedback to the Team Leader?

In the last week, how many times have you received

positive/constructional feedback from the Team Leader?

In the last week, how many times have you received

negative/correctional feedback from the Team Leader?

29. Feedback to/from Team LEADER*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

If needed, are your Team Members willing to listen to

your work-related problems?

Is the Team’s work helping you to learn and develop?

Is the interaction you have with team members

energizing?

30. Relationship to Team Members*

13

 0 1 2 3 4 5+ N/A

In the last week, how many times have you given

positive/constructive feedback to any of the Team

Members?

In the last week, how many times have you given

negative/correctional feedback to any of the Team

Members?

In the last week, how many times have you received

positive/constructional feedback from any of the Team

Members?

In the last week, how many times have you received

negative/correctional feedback from any of the Team

Members?

31. Feedback to/from Team MEMBERS*

14

Development of Team Leadership

Initial Assessment of Team

 Very low Rather low Somewhat Rather high Very high

Feedback?

Coaching?

Reflection?

32. For the enhanced process, what are your expectations on the effects of the*

Feedback?

Coaching?

Reflection?

33. What are your expectations on the effects of the*

15

Comments

Initial Assessment of Team

34. Other comments?

16
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Thank you!

Initial Assessment of Team

Process overview

THANK YOU for your answers!

____________________________________________

WHAT IS THE NEXT STEP?

Initial Assessment (All)

* To get a good picture of the current situation

* To be able to measure the outcome of the intervention in the Final Assessment

Daily Tracking (Leader)

* To measure behavior 

* To enable relevant reflection

Weekly Assessment (Team)

* To measure outcome of the leadership

* To enable relevant coaching to the Team Leader

Final Assessment (All)

* To measure the outcome of the process

* To evaluate the study and the process

* To make it possible to improve the process

17

FOR QUESTIONS:

Researcher

Anna Johansson

annaj9@kth.se | +46 (0)73-033 55 85

Supervisor

Magnus Finnström

mfinnstrom@truepoint.com | +46 (0)73-336 06 01

18
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Daily Tracking of Leadership Behavior

Process Overview

WELCOME to the daily tracking in the study

'IT Enhanced Feedback Structures for

Improved Leadership & Team Effectiveness'.

____________________________________________

1. Please enter your survey ID-number which you got during the introduction to the study

Format: AB001

*

Date / Time

MM

/

DD

/

YYYY

2. Please enter the date for which these answers apply:*

________________________________________

OWN BEHAVIOR

________________________________________

1

 

Very little

or not at all

Rather

little Somewhat

Rather

much Very much

E-mails

Operational topics (e.g. Fire fighting)

Strategic (Business or organizational, e.g. going after root

causes to problems, setting context)

Checking in with team members (coaching etc.)

Other (please specify)

3. How much time did you spend on the following activities today?*

Very little or not at all Rather little Somewhat Rather much Very much

4. Have you tried to use use other leadership styles than your dominant one?*

5. What leadership style have you tried to use? Please select all that apply.

Coercive: "Do what I tell you."

Authoritative: "Come with me."

Affiliative: "People come first."

Democratic: "What do you think?"

Pacesetting: "Do as I do, now."

Coaching: "Try this."

________________________________________

INTERACTION WITH TEAM MEMBERS

________________________________________

6. Please enter the names of the Team Members you have interacted directly (F2F/video/phone)

with today?

Note: Your answer will be encoded to ensure anonymity.

 

Very little

or not at all

Rather

little Somewhat

Rather

much Very much

To what extent have you secured that all relevant people

are involved in problem solving (e.g. avoiding the bi-lateral

approach when more people are affected)?

To what extent have you encouraged rapid problem

solving rather than several loops of questions?

7. Problem solving*

2

0 1 2 3 4 5+

8. How many times have you experienced a lack of trust FOR any of the Team Members today?*

Very little or not at

all Rather little Somewhat Rather much Very much N/A

9. Has your interaction with Team Members been energizing?*

________________________________________

FEEDBACK BEHAVIOR

________________________________________

 0 1 2 3 4 5+

How many times today have you given

positive/constructive feedback to any of the Team

Members?

How many times today have you given

negative/correctional feedback to any of the Team

Members?

How many times today have you

received positive/constructive feedback from any of the

Team Members?

How many times today have you received

negative/correctional feedback from any of the Team

Members?

10. Feedback*

What did you feel when giving positive/constructive

feedback.

What did you feel when giving negative/correctional

feedback.

What did you feel when receiving positive/constructive

feedback.

What did you feel when receiving negative/correctional

feedback.

11. Feedback reflection

3

________________________________________

THANK YOU FOR YOUR ANSWERS!

________________________________________

12. Other comments?

FOR QUESTIONS:

Researcher

Anna Johansson

annaj9@kth.se | +46 (0)73-033 55 85

Supervisor

Magnus Finnström

mfinnstrom@truepoint.com | +46 (0)73-336 06 01

4
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Weekly Assessment of Team Leadership and Team Effectiveness

Process Overview

WELCOME to the weekly assessment in the study

'IT Enhanced Feedback Structures for

Improved Leadership & Team Effectiveness'.

____________________________________________

1. Please enter your survey ID-number which you got during the introduction to the study

Format: AB001

*

________________________________________

TEAM PERFORMANCE

________________________________________

1

 

Very seldom

or never

Rather

seldom Sometimes Rather often

Very often

or always N/A

Do the Team Members, including yourself, make

timely decisions, without unnecessary

escalation?

Do the Team Members execute on agreements

made within the Team?

Is the Team Members’ interaction with you

energizing?

2. Team Performance outside of Meetings*

________________________________________

LEADER PERFORMANCE

________________________________________

 

Very

seldom

or never Rather seldom Sometimes Rather often

Very often

or always N/A

Do you feel that the Team Leader trusts you to

deal independently with issues you are

accountable for?

Are your work achievements appreciated by the

Team Leader?

Is the relationship between you and the Team

Leader a source of stress to you?

Is the Team Leader’s interaction with you

energizing?

Have you experienced that the Team Leader

has tried to use the agreed leadership style with

you?

Have you experienced that the Team Leader

has encouraged rapid problem solving rather

than several loops of questions?

3. Relationship to Team Leader*

________________________________________

OWN BEHAVIOR

________________________________________

2

4. Please enter the names of the Team Members you have interacted directly (F2F/video/phone)

with today?

Note: Your answer will be encoded to ensure anonymity.

 0 1 2 3 4 5+ N/A

In the last week, how many times have you

given positive/constructive feedback to the Team

Leader?

In the last week, how many times have you

given negative/correctional feedback to the Team

Leader?

In the last week, how many times have you received

positive/constructional feedback from the Team Leader?

In the last week, how many times have you received

negative/correctional feedback from the Team Leader?

5. Feedback to/from Team Leader*

 0 1 2 3 4 5+ N/A

In the last week, how many times have you given

positive/constructive feedback to any of the Team

Members?

In the last week, how many times have you given

negative/correctional feedback to any of the Team

Members?

In the last week, how many times have you received

positive/constructional feedback from any of the Team

Members?

In the last week, how many times have you received

negative/correctional feedback from any of the Team

Members?

6. Feedback to/from Team MEMBERS*

Very little or not at all Rather little Somewhat Rather much Very much

7. Have you lived up to your own commitment to support the change process?*

8. Please reflect upon HOW you have lived up to your own commitment?

3

________________________________________

THANK YOU FOR YOUR ANSWERS!

________________________________________

9. Other comments?

FOR QUESTIONS:

Researcher

Anna Johansson

annaj9@kth.se | +46 (0)73-033 55 85

Supervisor

Magnus Finnström

mfinnstrom@truepoint.com | +46 (0)73-336 06 01

4
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Team Meeting Assessment

WELCOME to the meeting assessment in the study

'IT Enhanced Feedback Structures for

Improved Leadership & Team Effectiveness'.

____________________________________________

1. Please enter your survey ID-number which you got during the introduction to the study

Format: AB001

*

Date / Time

MM

/

DD

/

YYYY hh

:

mm AM/PM

-

2. Please enter the start time for the Team Meeting*

 

Very

little or

not at

all Rather little Somewhat

Rather

much Very much N/A

Did you as a Team manage to achieve the desired

outcome of the meeting?

Was the agenda, the desired outcome and the time

allocation facilitating an effective Team meeting?

Were meeting norms followed during the meeting?

3. Team Performance*

 

Very

little or

not at

all

Rather

little Somewhat Rather much Very much N/A

Did the Team Leader encourage you to speak up,

when you had different opinions?

Did the Team Leader’s behavior create energy in the

meeting?

4. Team Leader*

1

 

Very little or

not at all Rather little Somewhat Rather much Very much N/A

Good use of time?

Disciplined?

Balanced participation?

Energy?

Well prepared (both meeting

owner and meeting participants)?

5. The Team meeting was characterized by:*

6. Other comments?

FOR QUESTIONS:

Researcher

Anna Johansson

annaj9@kth.se | +46 (0)73-033 55 85

Supervisor

Magnus Finnström

mfinnstrom@truepoint.com | +46 (0)73-336 06 01

2
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Welcome

Final Assessment of Team

Process overview

WELCOME to the final assessment in the study 

'IT Enhanced Feedback Structures for 

Improved Leadership & Team Effectiveness'.

____________________________________________

PURPOSE OF THE STUDY

The purpose of this study is three-fold.

1. The main purpose for the team is to accelerate the action learning process supporting the team leader in the

change process as well as improving team effectiveness.

2. The main purpose for TruePoint is to shed light on the Action Learning phase by tracking the leader’s behavior

and measuring the team’s respons. By doing this, we hope to make it possible to give the Team Leader relevant

coaching as well as making it possible to reflect upon the current situation and the progress.

3. The main purpose for the research is to analyze if the organizational change process can be enhanced by

technology and how it is perceived by the participants.

PROCESS OF THE FINAL ASSESSMENT

* To get a good picture of the current situation for the continuous work

* To measure the outcome of the intervention, by comparing the final and the initial assessment

* To improve the process for the future

1

FOR QUESTIONS:

Researcher

Anna Johansson

annaj9@kth.se | +46 (0)73-033 55 85

Supervisor

Magnus Finnström

mfinnstrom@truepoint.com | +46 (0)73-336 06 01

2

Personal Background

Final Assessment of Team

1. Please enter your survey ID-number which you got during the introduction to the study

Format: AB001

*

2. How many hours a week do you usually work?*

3. What role do you have in the Team?*

Team Leader

Team Member

3

Assessment of Team Leadership

Final Assessment of Team

 Very low Rather low Somewhat

Rather

high Very high

In the last four weeks, what is your perception of the

effectiveness of the Team Leadership?

For the next four weeks, what are your expectations on

the effectiveness of Team Leadership?

4. Perception and Expectations on the Team Leadership*

5. Please elaborate on how you did perceive the leadership during the study?

4
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Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Does the Team Leader guide you as a Team to focus

on high value added work?

Does the Team Leader involve you and give you context

so that you can perform better?

Does the Team Leader encourage you to speak up,

when you have different opinions?

Does the Team Leader encourage you to participate in

important decisions?

Does the Team Leader reward and recognize

collaboration and teamwork?

Does the Team Leader’s behavior create energy in

Team meetings?

6. General Team Leadership*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Is the support you get from the Team Leader helping you

to develop, and perform better?

Is the Team Leader’s control, follow-up and steering of

you helfpful for you to develop, and perform better?

Do you feel that the Team Leader trusts you to deal

independently with issues you are accountable for?

If needed, is the Team Leader willing to listen to your

work-related problems?

Are your work achievements appreciated by the Team

Leader?

Is the relationship between you and the Team Leader a

source of stress to you?

Is the Team Leader’s interaction with you energizing?

Have you experienced that the Team Leader has tried to

use the agreed leadership style with you?

Have you experienced that the Team Leader has

encouraged rapid problem solving rather than several

loops of questions?

7. Relationship to Team Leader*

5

 0 1 2 3 4 5+ N/A

In the last week, how many times have you given

positive/constructive feedback to the Team Leader?

In the last week, how many times have you given

negative/correctional feedback to the Team Leader?

In the last week, how many times have you received

positive/constructional feedback from the Team Leader?

In the last week, how many times have you received

negative/correctional feedback from the Team Leader?

8. Feedback to/from Team LEADER*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

If needed, are your Team Members willing to listen to

your work-related problems?

Is the Team’s work helping you to learn and develop?

Is the interaction you have with team members

energizing?

9. Relationship to Team Members*

 0 1 2 3 4 5+ N/A

In the last week, how many times have you given

positive/constructive feedback to any of the Team

Members?

In the last week, how many times have you given

negative/correctional feedback to any of the Team

Members?

In the last week, how many times have you received

positive/constructional feedback from any of the Team

Members?

In the last week, how many times have you received

negative/correctional feedback from any of the Team

Members?

10. Feedback to/from Team MEMBERS*

6

Development of Team Leadership

Final Assessment of Team

 Very low Rather low Somewhat Rather high Very high

Feedback?

Coaching?

Reflection?

Tracking of behavior?

11. For the enhanced process, what are your perception of the effects of the*

Feedback?

Coaching?

Reflection?

Tracking of behavior?

12. How did you perceive the...*

7

Perception of the Enhanced Process

Final Assessment of Team

EFFECTS AND KEY FACTORS FOR CHANGE

What are the effects of the study and what are the factors which has the greatest impact on the team?

 

Very little

or not at all Rather little Somewhat Rather much Very much

Team Leadership

Team Performance

Team Processes and Structures

Team Commitment, Trust and Social Climate

Team Meetings

The Team Leader's behavior

The Team's behavior

Your own behavior

Other (please specify)

13. What is your perception of how much the following areas has been improved by the

enhanced process?

*

8
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Very little

or not at all Rather little Somewhat Rather much Very much

Putting the change process on the agenda

Continuously evaluating the change process

Reflecting upon my own behavior

Reflecting upon the Team's performance

Getting coaching and/or feedback from external party

Giving feedback

Receiving feedback

Other (please specify)

14. What is your perception of how much these factors has impacted the result of the

enhanced process?

*

15. Please elaborate on your perception of the effects and key factors of the enhanced process.

TECHNOLOGY - Lessons learned

How did you perceive the technology in this study and what can be improved for further studies?

9

 

Too

little Rather little Somewhat Rather much Too much

The time usage for

the overall study 

The time spent on

filling out the Initial

and Final

Assessment

The time spent on

filling out the Weekly

Assessment or Daily

Tracking

The time spent on

filling out the Team

Meeting

Assessment

Suggestions or comments

16. What is your perception of the TIME USAGE of the study

and it's components?

*

 

Too

seldom Rather seldom Somewhat Rather often Too often

The time distribution

for the overall study

The time between

the Initial and Final

Assessment

The time

between the Weekly

Assessments

or Daily Trackings

The time

between the Team

Meeting

Assessments

Suggestions or comments

17. What is your perception of the TIME DISTRIBUTION of the

study and it's components?

*

10

 

Very

low

Rather

low Somewhat Rather high Very high N/A

The overall technological solution (i.e. answering the

surveys at SurveyMonkey and getting email reminders)

The Initial Assessment

The Weekly Assessment

The Daily Tracking

The Team Meeting Assessment

Suggestions or comments

18. What is your perception of the technology used in this study regarding the

USEFULNESS (i.e. enhanced the performance of your and the Team's work)?

*

 

Very

low

Rather

low Somewhat Rather high Very high N/A

The overall technological solution (i.e. answering the

surveys at SurveyMonkey and getting email reminders)

The Initial Assessment

The Weekly Assessment

The Daily Tracking

The Team Meeting Assessment

Suggestions or comments

19. What is your perception of the technology used in this study regarding how easy they were

TO USE?

*

11

 

Very

low

Rather

low Somewhat Rather high Very high N/A

The overall technological solution (i.e. answering the

surveys at SurveyMonkey and getting email reminders)

The Initial Assessment

The Weekly Assessment

The Daily Tracking

The Team Meeting Assessment

Suggestions or comments

20. What is your perception of the technology used in this study regarding the DESIGN?*

21. Other comments regarding the enhancement of the process?

12



!  ( ! ) 80 82

Team Performance

Final Assessment of Team

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Is the Team successful at problem solving?

Is the Team successful at learning and improving how

you perform as a team?

Are tough issues resolved in the Team, understanding

differing perspectives, and effectively building

agreements?

22. General Team Performance*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Do the Team Members articulate and communicate a

united direction to the organization?

Do the Team Members find creative or innovative

solutions when working together?

Do the Team Members, including yourself, make timely

decisions, without unnecessary escalation?

Do the Team Members execute on agreements made

within the Team?

Do the Team Members align well with other key

stakeholders within the company/organization?

Are the right people being involved in joint problem

solving?

23. Performance outside of Meetings*

13

 Very low Rather low Somewhat

Rather

high Very high

What is the quality of decisions made in the meetings?

What is the level of new insight coming out of the Team

meetings?

24. Team Performance in Meetings*

Very seldom or never Rather seldom Sometimes Rather often Very often or always

25. Does the Team achieve the desired outcomes in meetings?*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Good use of time?

Disciplined?

Balanced participation?

Energy?

Well prepared (both meeting owner and meeting

participants)?

26. The Team meetings are characterized by*

14

Team Processes and Structures

Final Assessment of Team

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Does the Team collaborate on top priorities most

required by the strategy?

Is the Team aligned around the Strategy and Priorities to

drive the 45 degree journey?

All Team Members’ skills and perspectives are well used

in and outside of meetings?

27. General Process and Structures*

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Do you interact with other Team Members outside of

meetings (e.g. support, share knowledge, problem

solving, ask for help)?

Does the Team communicate and share knowledge with

the organization?

The structures around the Team are facilitating effective

team-work (e.g. clear roles, reporting and

communication processes)?

It is clear how decisions are made, e.g. what decisions

are shared in the Team, which are delgated, which are

made by the Team Leader?

28. Process and Structures outside of Meetings*

15

 

Very seldom

or never

Rather

seldom Sometimes

Rather

often

Very often

or always

Is your Team successful in distributing roles in

meetings? (e.g. leader, facilitator, time keeper, scribe)

Is the agenda, the desired outcome and the time

allocation facilitating an effective Team meeting?

Are meeting norms being established and followed

during the meetings?

29. Process and Structures in Meetings*

16



!  ( ! ) 81 82

Team Commitment, Trust and Social Climate

Final Assessment of Team

 Very little

Rather

little Somewhat

Rather

much Very much

Do you appreciate belonging to this team?

Are you committed to the importance of being an effective

Team?

Are you committed to the joint purpose for the Team rather

than only representing your own unit?

30. Team Commitment*

 Very little

Rather

little Somewhat

Rather

much Very much

Respectfulness

Competitive

Encouraging and supportive

Distrustful and suspicious

Relaxed and comfortable

Rigid and rule-based

31. What is the climate like in the Team?*

17

Comments

Final Assessment of Team

32. Other comments?

18

Thank you!

Final Assessment of Team

Process overview

THANK YOU so much for your answers!

Your participation has been essential for this study!

____________________________________________

WHAT IS THE NEXT STEP?

First, your answers will be compiled and analyzed.

The results will then

1) be presented to you,

2) be used to improve TruePoints processes

19

FOR QUESTIONS:

Researcher

Anna Johansson

annaj9@kth.se | +46 (0)73-033 55 85

Supervisor

Magnus Finnström

mfinnstrom@truepoint.com | +46 (0)73-336 06 01

20
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”Creating a culture, climate and ex-
pectation for self-discovery helps 
people to fulfill more of  their poten-
tial and thereby to achieve more, and 
to contribute more to organizational 
performance.” 

(Luft & Ingham, 1961b)


