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Abstract 7KLV� VWXG\� LQYHVWLJDWHV� WKH� %XVLQHVV� 3URFHVV�
0DQDJHPHQW� �%30��PDWXULW\� DQG�process performance of the 
Dutch Department of Defence (DDoD). Like any other 
RUJDQLVDWLRQ�� GHIHQFH� GHSDUWPHQWV� XVH� %30� Wo manage their 
GDLO\�EXVLQHVV�SURFHVVHV��'HVSLWH�XVLQJ�%30�� WKH�RUJDQLVDWLRQ�
KDV�QHYHU�XQGHUWDNHQ�WKH�LQLWLDWLYH�WR�DQDO\VH�LWV�%30�0DWXULW\�
level and process performance. This paper presents the first 
results of such a study and compares this to similar military 
organisations, non-profit organisations and other organisations 
in the SULYDWH�VHFWRU��7KH�''R'�%30�0DWXULW\�index score of 
2.66 is similar to that of peer organisations. The study provides 
some suggestions for research and practical implications for 
IXUWKHU�%XVLQHVV�3URFHVV�0DWXULW\�GHYHORSPHQW�RI� WKH�''R'�
organisation. 
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1 Introduction 
 
The Dutch Department of Defence (DDoD) is an organisation that has used 
%XVLQHVV�3URFHVV�0DQDJHPHQW� �%30��IRU�GHFDGHV� WR�PDQDJH�EXVLQHVV�SURFHVVHV��
1HYHUWKHOHVV�� GLIIHUHQFHV� DUH� VHHQ� LQ� KRZ� YDULRXV� SDUWV� RI� WKH� RUJDQLVDWLRQ�
LPSOHPHQW�%30�LQ�SUDFWLFH��7KH�''R'�KDV�UHJXODU�DXGLWV�E\�WKH�1HWKHUODQGV�&RXrt 
RI�$XGLW��$XGLWGLHQVW�5LMN��������DQG�WKH�'XWFK�6DIHW\�%RDUG�LQ�FDVH�RI�VHYHUH�VDIHW\�
EUHDFKHV�RU�LQFLGHQWV��299���������6RPH�RI�WKH�UHSRUWV�RI�WKRVH�DXGLW�DJHQFLHV�VWDWH�
that WKH� ''R'� KDV� ZHOO-ZULWWHQ� DQG� GRFXPHQWHG� SURFHVVHV�� UXOHV� DQG� �VDIHW\��
procedXUHV��1RQHWKHOHVV��WKHUH�KDV�EHHQ�D�EUHDFK�RI�WKRVH�EHFDXVH�WKH\�ZHUH�QRW�
IROORZHG�WKRURXJKO\�RU�PRQLWRUHG��0RHQ�	�1RUPDQ���������WKH�LQTXLULHV�FRXOG�QRW�
FODULI\�ZK\��ZKHQ and KRZ�SURFHGXUHV�RU�SURFHVVHV ZHUH�LJQRUHG. 
 
%DVHG� RQ� WKH� DERYH, this paper's objeFWLYH� LV� WR� VWXG\� WKH� DFWXDO� OHYHO� RI� %30�
0DWXULW\�DQG�3HUIRUPDQFH�RI�WKH�''R'��7KHUHIRUH��WKH�UHVHDUFK�TXHVWLRQ�ZH�SRVH�
is: 'how do the BPM Maturity and process performance of the Dutch 
Department of Defence compare to similar organisations and those from 
other sectors?' . 7KH�UHPDLQGHU�RI�WKLV�SDSHU�LV�VWUXFWXUHG�DV�IROORZV���LQ�WKH�QH[W�
FKDSWHU��ZH�GLVFXVV�WKH�OLWHUDWXUH�RQ�WKH�FRQFHSW�RI�%XVLQHVV�3URFHVV�0DQDJHPHQW�
�%30��LQ�WKH�FRQWH[W�RI�RXU�VWXG\��IROORZHG�E\�WKH�UHVHDUFK�PHWKRG�LQ�FKDSWHU����
Chapter ��FRQWLQXHV�ZLWK� WKH� UHVXOWV�� DQG� WKH�SDSHU�FRQFOXGHV�ZLWK�&RQFOXVLRQV��
implications, limitations and further research in Chapter 5. 
 
2 Theoretical Background  
 
:H� DGRSWHG� WKH� LQWHJUDWHG� %30� PRGHO� IURP� 5DYHVWH\Q� HW� DO�� ������� IRU� WKLV�
research. This model KDV�EHHQ�YDOLGDWHG�DQG�XVHG�IRU�DQDO\VLQJ�WKH�%30�0DWXULW\�
of various Dutch organisations (Ongena & Ravesteyn, 2020). The data collected by 
WKH�DSSOLFDWLRQ�RI�WKLV�PRGHO�SURYLGHV�XV�ZLWK�WKH�XQLTXH�RSSRUWXQLW\�WR�FRPSDUH�
ZLWK�D�EURDG�UDQJH�RI�RUJDQLVDWLRQV WKDW�ZHUH�DQDO\VHG�IRU�PXOWLSOH�\HDUV��([DOWR-
6LMEUDQGV��0DULV��	�5DYHVWH\Q�������� -DQVVHQ��1HQGHOV��6PLW��	�5DYHVWH\Q��������
5DYHVWH\Q�HW�DO����������7KH�TXHVWLRQQDLUH�RI�WKLV�%30�PRGHO�FRYHUV�WRSLFV�VXFK�DV�
WKH�OHYHO�RI�DZDUHQHVV�WKHUH�LV�UHJDUGLQJ�%30�ZLWKLQ�WKH�RUJDQLVDWLRQ��KRZ�SURFHVVHV�
DUH�PHDVXUHG�DQG�PDQDJHG��ZKDW�OHYHO�RI�NQRZOHGJH�DQG�UHVRXUFHV�LV�DYDLODEOH�WR�
LQLWLDWH�%30�SURMHFWV��WKH�XVH�RI�WHFKQRORJ\�LQ�%30�SURMHFWV��WKH�RYHUDOO�PDWXULW\�
RI�%30��DQG�WKH�SHUIRUPDQFH�RI�WKH�RUJDQLVDWLRQDO�SURFesses. 
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2.1 Business process management maturity 
 
3ULRU� UHVHDUFK� VKRZV� WKDW� %30� 0DWXULW\� 0RGHOV� KHOS� to improve process 
SHUIRUPDQFH��'DYHQSRUW�	�6KRUW��������GH�%UXLQ��5RVHPDQQ��)UHH]H��	�.XONDUQL��
������)LVKHU���������7KH�%30�FRPPXQLW\�DJUHHV�WKDW�DQ\�DFWLYLW\�WR�DFKLHYH�%30�
0DWXULW\� LPSURYHPHQW� EHQHILWV� SURFHVV� SHUIRUPDQFH� �5DYHVWH\Q�	� HW� DO��� �������
+RZHYHU��RSLQLRQV�GLIIHU�RQ�WKH�FDSDELOLWLHV�WKDW�QHHG�WR�EH�GHYHORSHG�WR�LPSURYH�
SURFHVV� SHUIRUPDQFH� DQG� DFKLHYH� D� KLJKHU� %30�0DWXULW\� Dnd ZKLFK� FRQWH[WXal 
IDFWRUV� DUH� LQYROYHG� �5DYHVWH\Q� 	� %DWHQEXUJ�� ������ 6FKPLHGHO�� 5HFNHU�� 	� YRP�
%URFNH�� �������)XUWKHUPRUH�� WKHUH� LV� GLVDJUHHPHQW�RQ�KRZ�SURFHVV� SHUIRUPDQFH�
should be measured (Ravesteyn et al.�� ������ DQG� RQ� WKH�optimal %30, Maturity 
model to measure the maturity of managing business processes (Niehaves, Plattfaut, 
	�%HFNHU��������1LHKDYHV�HW�DO��������� 
 
2.2 BPM within the public sector 
 
6DQWDQD�HW�DO���������VHH�D�GLIIHUHQFH�EHWZHHQ�SXEOLF�DQG�SULYDWH�RUJDQLVDWLRQV�LQ�WKH�
adoption, application and motivatiRQ�RI�WKH�LPSOHPHQWDWLRQ�RI�%30��2QH�SRVVLEOH�
explanation is that public organisations are not profit-oriented. Furthermore, these 
RUJDQLVDWLRQV�KDYH�WR�GHDO�ZLWK�DQ�RXWGDWHG�,7�ODQGVFDSH�DQG�D�ULJLG�EXUHDXFUDF\�
�6\HG�HW�DO����������,Q�FRQWUDVW�WR�SXEOLF�Lnstitutions, private organisations strive for 
cost efficiency. Value creation and meeting customer needs are central to them. Most 
JRYHUQPHQWV�UDUHO\�EHQFKPDUN�WKHLU�SURFHVV�SHUIRUPDQFH��1RU�DUH�WKH\�NQRZQ�DV�
HDUO\� DGRSWHUV� RI� QHZ� WHFKQRORJLHV� DQG� PHWKRGRORJLHV� VXFK� DV� %30� EHFDXVH�
�FRQWLQXRXV�� LQQRYDWLRQ� GRHV� QRW� DOZD\V� KDYH� WKHLU� KLJKHVW� SULRULW\�� 3ROLWLFV� DQG�
regulations often determine their change agenda. The lack of attention by 
JRYHUQPHQWV�IRU�%30�LV�FRQILUPHG�E\�6\HG�HW�DO���������DQG�1LHKDYHV�HW�DO� ������, 
ZKR�did not find PDQ\�VWXGLHV�RQ�%30�LQLWLDWLYHV�LQ�WKH�SXEOLF�VHFWRU�� 
 
2.3 BPM within hierarchical organisations 
 
)URP�%30�LQ�WKH�SXEOLF�VHFWRU��ZH�PRYH�WR�%30�LQ�KLHUDUFKLFDO�RUJDQLVDWLRQV�like 
defence organisations. De Waal et al. �����a) DQDO\VHG� WKH� %30� 0Dturity and 
process performance of the Peruvian Air Force (PAF). The PAF changed from a 
functional business-driven organisation to a business process-oriented organisation. 
,Q�������VHQLRU�OHDGHUV�VWDUWHG�WKLV�WUDQVLWLRQ��7ZR�\HDUV�DIWHU�WKH�VWDUW��'H�:DDO�et 
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DO��GHWHUPLQHG�WKDW�WKH�GHYHORSPHQWV�DQG�WKH�UHVXOWV�ZHUH�not significant and lagged 
behind the project goals.  
 
$QRWKHU� SURMHFW� WKDW� VKRZHG� D� ORQJ� project duration due to GHOD\� ZDV� WKH�
LPSOHPHQWDWLRQ� RI�%30� DW� WKH�*HUPDQ�'HSDUWPHQW� RI�'HIHQFH�� 7RJHWKHU ZLWK�
implementing an Enterprise Resource Planning (ERP), that project took ten years 
(Stein, �������,W�ZDV�SDUWO\�GXH�WR�WKH�ULJLd hierarchical structure of the organisation. 
A further H[DPSOH� RI� D� VORZ� %30� SURMHFW� LV� WKH� 6SDQLVK� 1DY\�� ZKHUH�
implementation took fourteen years �(VFULJDV� 5RGUtJXH]�� �����. These change 
WUDMHFWRULHV� LQ�ERWK�FRXQWULHV�ZHUH�DFFRPSDQLHG�E\�H[FHSWLRQDOO\� ORQJ� OHDG�WLPHV��
7KLV�ZDV because of the rigid command structure and aversion to change.  
 
2.4 Conceptual model 
 
%30�0DWXULW\�0RGHOV�DUH�XVHG�WR�PHDVXUH�WKH�%30�0DWXULW\��The %30 Maturity 
Model chosen for this study measures maturity based on seven dimensions (Process 
DZDUHQHVV�� 3URFHVV� GHVFULSWLRQ�� 3URFHVV� PHDVXUHPHQW�� 3URFHVV management, 
3URFHVV�LPSURYHPHQW��3URFHVV�UHVRXUFHV�DQG�NQRZOHGJH��and IT applications). The 
GLPHQVLRQV�RI� WKH�%30�0DWXULW\� FRQVWUXFW� DUH�EDVHG�RQ� WKH�&DSDELOLW\�0DWXULW\�
Model Integrated �&00�'HYHORSPHQW� 7HDP�� ����� and elements from various 
studies �GH�%UXLQ��5RVHPDQQ��)UHH]H��	�.XONDUQL�� ������5RVHPDQQ��GH�%UXLQ��	�
+XHIIQHU�������.  
 
The meaning and number of associated questions per dimension are explained in 
7DEOH��� 
 
The other main component, process performance��LV�VKRZQ�LQ�7DEOH���Dnd consists 
RI� ��� YDULDEOHV� �&RVW�� 7UDFHDELOLW\�� (IILFLHQF\�� /HDG� 7LPH�� &XVWRPHU� )RFXV��
Continuous Improvement, Quality, Measurability, Employee Satisfaction, 
Competitive Advantage, Flexibility, Understandability). The process performance 
dimensions are derived from studies conducted by Hüffner ������ and van Rudden 
(2007). 
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Table 1: Description BPM Maturity dimensions. Source: Ravesteyn et al. (2012) 
 

 
 

Table 2: Process performance characteristics. Source Ravesteyn et al. (2012) 
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Measuring %30� 0DWXULW\� iQG� SURFHVV� SHUIRUPDQFH� helps us DVVHVV� ZKHWKHU�
improving maturity positively impacts process performance. Maturity is indexed 
based on the same levels as the CMMI model����– Initial; 2 – Managed; 3 – Defined; 
��– Quantitatively Managed; 5 – Optimising. The meaning of each level is explained 
in Table 3. 
 

Table 3: CMMI  levels. Source: Poulin (2003) 
 

 
 
$V� VKRZQ� LQ�)LJXUH� ��RQ� WKH�QH[W�SDJH�� WKH�PXOWLGLPHQVLRQDO� FRQFHSWXDO�PRGHO 
comprises WZR�PDLQ�FRPSRQHQWV��%30�0DWXULW\�DQG�3URFHVV�3HUIRUPDQFe (process 
performance). 
 
7KH� UHVHDUFK� TXHVWLRQ� DLPV� DW� FRPSDULQJ� WKH� VLWXDWLRQ� DW� ''R'� ZLWK� RWKHU�
RUJDQLVDWLRQV�� 7KH� TXDQWLWDWLYH� SDUW� RI� WKH� VWXG\� IRFXVHV� RQ� VXUYH\LQJ� WKH�%03�
0DWXULW\� DQG�SURFHVV�SHUIRUPDQFH��7KH�TXDOLWDWLYH�SDUW� �LQWHUYLHZV��RI�RXU� VWXdy 
complemented this approach. 
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Figure 1: Conceptual Model 
 
3 Research Method  
 
3.1 Data collection 
 

We sent out the survey to selected personneO� RI� WKH�''R'��5HVSRQGHQWV�ZHUH�
selected based on their roles in business processes such as IT, Purchasing, 
Operational Management, and Material Logistics. We used a validated questionnaire 
used in earlier studies using the same %30�0DWXULW\�PRGHO� (De Waal, Maris, & 
5DYHVWH\Q������b; Ravesteyn et al.�������. 
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7KH�VXUYH\�FRQWDLQHG����TXHVWLRQV�RQ�WKH�PDLQ�FRQFHSWV�����TXHVWLRQV�are related 
to the seven GLPHQVLRQV�WR�PHDVXUH�WKH� OHYHO�RI�%30�PDWXULW\��DQG����TXHVWLRQV�
DGGUHVVHG�WKH�SURFHVV�SHUIRUPDQFH��$�/LNHUW�VFDOH�IURP���WR���ZDV�XVHG�IRU�HDFK�
VWDWHPHQW�WR�LQGLFDWH�ZKHWKHU�WKH�SDUWLFLSDQWV�VWURQJO\�GLVDJUHHG��VWURQJO\�DJUHHG��RU�
stayed neutral. In addiWLRQ�� ZH� DVNHG� WKUHH� JHQHUDO� TXHVWLRQV� about KRZ�
NQRZOHGJHDEOH�WKH�SDUWLFLSDQWV�ZHUH�DERXW�%30��$�WRWDO�RI�����UHVSRQGHQWV�started 
to ILOO�LQ�WKH�VXUYH\������RI�ZKom finished, giving a response rate of ����� 
 
)URP�WKH�&URQEDFKV�DOSKD�YDOXHV�EHWZHHQ������DQG��������DOO�KLJKHU�WKDQ�����7ZLJJ��
����, S�������ZH�FDQ�GHULYH�D�KLJK� LQWHUQDO�FRQVLVWHQF\�RI�WKH�%30�0DWXULW\�DQG�
process performance dimensions (see Table �). The overall Cronbach's alpha of the 
%30�0DWXULW\�PRGHO�is .929 (seven items; ჴ = .929). 
 

Table 4: Reliability of BPM Maturity and Process Performance Scales (N = 135) 
 

 
 
7R�YDOLGDWH�WKH�FRQVWUXFW�YDOLGLW\�RI�WKH�PHDVXUHPHQW�RI�%30�0DWXULW\��ZH�FDUULHG�
RXW�D�3ULQFLSDO�&RPSRQHQW�$QDO\VLV��3&$��ZKLFK�UHVXOWHG�LQ�D�IDFWRU�VROXWLRQ�ZLWK�
a value of �����—DFFRXQWLQJ�IRU��������RI�WKH�H[SODLQHG�YDULDQFH��7KH�&URQEDFK
V�
DOSKD�RI������FRQILUPHG�WKH�UHOLDELOLW\�RI�WKH�VFDOH��6LPLODUO\��D�3&$�ZDV�SHUIRUPHG�
to measure the validated process performance. This resulted in a one-factor solution 
ZLWK�an eigenvaOXH�RI��������DFFRXQWLQJ�IRU����������RI�WKH�H[SODLQHG�YDULDQFH��7KH�
UHOLDELOLW\�RI�WKLV�VFDOH�LV�FRQILUPHG�ZLWK�D�&URQEDFKV�DOSKD������ 
  

BPM Maturity 7 135 .929 .937
Process Awareness 4 135 .803 .950
Process Description 6 135 .922 .944
Process Measurement 5 135 .895 .943
Process Control 5 135 .885 .940
Process Improvement 6 135 .897 .943
Process Resources 4 135 .831 .945
Process IT Tools 7 135 .914 .954
Process Performance 12 135 .932 .947

Construct/ Dimension Number
of items N

Cronbach's
alpha if Items 

Deleted

Cronbachs
alfa
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7R�EHWWHU�XQGHUVWDQG�WKH�GDWD�FROOHFWHG�IURP�WKH�VXUYH\��ZH�VKDUHG�WKH�ILQGLQJV�IURP�
WKH�VXUYH\�GDWD�ZLWK�D�JURXS�RI�UHVSRQGHQWV�IDPLOLDU�ZLWK�%30�DFWLYLWLHV�DW�''R'��
,Q� WRWDO�� VHYHQ� SHRSOH� ZHUH� LQWHUYLHZHG�� 7KH� LQWHUYLHZV� ZHUH� VXPPDULVHG� and 
DQDO\VHG��:H�DOVR�FROOHFWHG�VHFRQGDU\�GDWD�IRU�DQDO\VLV��7KH�PDLQ�JRDO�ZDV�WR�gather 
more information and data on WKH�%30�LQLWLDWLves, capabilities improvement plans 
DQG�SURMHFWV�WKDW�WKH�''R'�XQGHUWDNHV�WR�LPSURYH�WKH�%30�0DWXULW\�DQG�SURFHVV�
performance.  
 
4 Results 
 
3UHYLRXV� VWXGLHV� KDYH� VKRZQ� D� UHODWLRQVKLS� EHWZHHQ� SURFHVV� PDWXULW\� DQG� WKH�
process performance of an organisation �'H�:DDO� HW� DO��� ����b; Ravesteyn et al., 
������2QJHQD�DQG�5DYHVWH\Q�������. 7KLV�UHODWLRQVKLS�ZDV�LQYHVWLJDWHG�using a single 
Pearson correlation analysis. The results of this analysis are presented in Table 5. 
Figure 2 LOOXVWUDWHV� WKDW� WKH� %30�0DWXULW\� relates to Process Performance. The 
FRUUHODWLRQ� FRHIILFLHQW� �5�� LV� SRVLWLYH� ����� DQG� DPRXQWV� WR� ������ 7KH� DGMXVWHG�
FRHIILFLHQW��5��LV�������7KLV�PHDQV�WKDW��WKHUH�LV�D�SRVLWLYH�UHODWLRQVKLS�EHWZHHQ�%30�
Maturity DQG�SURFHVV�SHUIRUPDQFH��%30�0DWXULW\�H[SODLQV�����RI�WKH�variance in 
SURFHVV� SHUIRUPDQFH�� 7KHUH� LV� D� VWURQJ� FRUUHODWLRQ� EHWZHHQ� %30�0DWXULW\� DQG�
process performance because the correlation coefficient is greater than 0.5. The 
UHJUHVVLRQ�ZLWK�SURFHVV�SHUIRUPDQFH�DV�GHSHQGHQW�YDULDEOH�DQG�%30�0DWXULW\�DV�
H[SODQDWRU\�YDULDEOH� LV� VLJQLILFDQW��)� �������� ����������S��� ������7KH� UHJUHVVLRQ�
FRHIILFLHQW�RI�%30�0DWXULW\� LV� �����DQG�VLJQLILFDQW� �W� ������ ���������S��� �������
+RZHYHU��ZKHQ� ORRNLQJ� DW� WKH�PXOWLSOH� UHJUession, the adjusted R2 is ������ 7KH�
LQGLYLGXDO� %30�0DWXULW\� FRPSRQHQWV� H[SODLQ� ���� RI� WKH� SURFHVV� SHUIRUPDQFH. 
Finally, DQDO\VLQJ� WKH� VHSDUDWH� GLPHQVLRQV� VKRZV� WKDW� 3URFHVV� 5HVRXUFHV� 	�
.QRZOHGJH� ������� DQG� 3URFHVV� ,PSURYHPHQW� ������� KDYH� VWURQJ� correlations to 
3URFHVV�3HUIRUPDQFH��5HJDUGLQJ�WKH�3URFHVV�5HVRXUFHV�	�.QRZOHGJH�GLPHQVLRQ��
these findings support earlier studies that found this dimension paramount in 
improving process performance (De Waal et DO��� ����b; Ongena and Ravesteyn, 
�����. 
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Table 5: Correlation between BPM Maturity dimensions and Process performance 

 

 
 

 
 

Figure 2: Correlation between BPM Maturity and Process performance in scree plot 

 
4.2 BPM Maturity and Performance of the DDoD 
 
7R�GHWHUPLQH�WKH�%30�0DWXULW\�DQG�SURFHVV�SHUIRUPDQFH�RI�WKH�''R'��RQO\�IXOO\�
FRPSOHWHG�VXUYH\V��1� ������ZHUH�LQFOXGHG�� 
 

Process 
Performance

Process 
Awareness

Process 
Description

Process 
Measurement

Process
 Control

Process 
Improvement

Process 
Resources

Process 
IT Tools

BPM 
Maturity

Process Performance 1.000 .599** .661** .650** .672** .723** .731** .460** .766**
Process Awareness .599** 1.000 .582** .570** .631** .586** .598** .469** .747**
Process Description .661** .582** 1.000 .806** .768** .735** .654** .504** .866**
Process Measurement .650** .570** .806** 1.000 .830** .732** .630** .581** .883**
Process Control .672** .631** .768** .830** 1.000 .797** .735** .630** .923**
Process Improvement .723** .586** .735** .732** .797** 1.000 .746** .527** .877**
Process Resources .731** .598** .654** .630** .735** .746** 1.000 .535** .833**
Process IT Tools .460** .469** .504** .581** .630** .527** .535** 1.000 .725**
BPM Maturity .766** .747** .866** .883** .923** .877** .833** .725** 1.000
** Correlation is significant at the 0,01 level (2-tailed).
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%DVHG�RQ�WKH�Vurvey analysis, WKH�%30�0DWXULW\� LQGH[�RI�''R'�LV�������DQG�WKH�
SURFHVV�SHUIRUPDQFH�LV������RQ�D�VFDOH�RI���WR����:H�FDOFXODWHG�WKH�DYHUDJH�RI�WKH�
FRPSRQHQWV� RI� WKH� %30�0DWXULW\� DQG� SURFHVV� SHUIRUPDQFH� RI� WKH�''R'� DQG�
FRPSDUHG�WKHVH�ZLWK�GDWD�IURP�RWKHU�VWudies (Ongena and Ravesteyn, 2020).  
 
We divided that data into four groups, namely, the SULYDWH� VHFWRU� �%9�1/��� WKH�
Peruvian Air Force (PAF), (local and federal) governments and Non-profit 
organisations (GOV & Nonprofit), and the DDoD (DEF NL). These four groups 
ZH�SORWWHG�LQ�D�VSLGHUZHE�GLDJUDP��ILJXUH����� 
 
7KH�EHQFKPDUN�VKRZV�WKDW�WKH�%30�0DWXULW\�RI�WKH�''R'��'()���WKH�3HUXYLDQ�
Air Force (PAF) and of other governments (GOV & Non-Profit) are close to each 
other, i.e., at level 2, Managed. The private seFWRU��%9�1/��scores KLJKHU�ZLWK level 
3 ZKLFK�PHDQV�PDQ\�RUJDQLVDWLRQV�KDYH�UHDFKHG�WKH�Defined level of maturity.  
 

 
 

Figure 3: Spiderweb diagram benchmark. 
 
%HQFKPDUNLQJ�DQG�UDQNLQJ�EDVHG�RQ�the %30�0DWXULW\�RI�DOO�JURXSV�provide the 
IROORZing order: the firVW�SODFH�LV�IRU�WKH�3ULYDWH�VHFWRU��%9-1/��ZLWK�D�0DWXULW\�RI�
2.95, the highest maturity of all. This score indicates level 3, Defined; 
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the second place is ''R'��'()��ZLWK�D�0DWXULW\�RI�������WKH�third place goes to 
WKH�3$)�ZLWK�D�0DWXULW\�Rf 2.63; the fourth place is for GOV & Non-3URILW�ZLWK�D�
Maturity of 2.56. 
 
After ranking WKH� %30� 0DWXULW\� RI� WKH� JURXSV�� ZH� FRPSDUHd and ranked the 
SHUIRUPDQFH�RI�DOO�WKH�JURXSV��7KH�UDQNLQJ�ZHQW�DV�IROORZs: the first place goes to 
WKH� SULYDWH� FRPSDQLHV� ZLth the highest score for process performance and an 
average of 3.08. This score is a level 3 (Defined); the second place goes to the PAF 
ZLWK�D�SURFHVV�SHUIRUPDQFH�RI������� WKH� third SODFH� LV� IRU�''R'�ZLWK�D�SURFHVV�
performance of 2.62; the fourth place is for GOV & Non-3URILW�ZLWK� D�SURFHVV�
performance of 2.37. 
 
7KH�JHW�IXUWKHU�LQVLJKWV�LQWR�WKH�RXWFRPHV�RI�RXU�VWXG\�DW�''R'��LQWHUYLHZV�ZHUH�
conducted. We found that aOO� LQWHUYLHZHHV�DJUHHG�that DDoD has the capabilities 
related to %30�0DWXULW\�OHYHO ���,QLWLDO�. Many initiatives and improvement plans are 
XQGHUZD\ independently at different levels and places ZLWKLQ�WKH�RUJDQLVDWLRQ but 
are not coordinated top-GRZQ. %30� GRHV� QRW� UHFHLYH� WKH� VDPH� DWWHQWLRQ� DQG�
seriousness as, for example, finance and puUFKDVLQJ��ZKLFK� DUH� FRQVLGHUHG�PXFK�
more important.  
 
%30�VHHPV�WR�EH�OHVV�SUHVWLJLRXV��PDQ\�VHH�%30 as a 'necessary evil' because the 
DDoD rigidly handles processes. TKH�''R'�RUJDQLVDWLRQ�LV�PRUH�FRQFHUQHG�ZLWK�
the judgment and recommendations of internal or external auditors and certification 
ERGLHV� UDWKHU� WKDQ� LQWHUQDO�%30�0DWXULW\�GHYHORSPHQW� LQLWLDWLYHV�� DQ� LQWHUQDO� ,7�
DXGLWRU�VWDWHG��%30�LPSURYHPHQW�DWWHPSWV�DUH�PDGH�DW�YDULRXV�SODFHV�LQ�WKH�''R'�
organisation, but they are not centrally managed and therefore are not attuned to 
HDFK�RWKHU��7KH�LQWHUYLHZHHV�KDYH�OLWWOH�IDLWK�WKDW�WKH�%30�0DWXULW\�ZLOO�HYHU�GHYHORS�
beyond level 2. Some even questioned the current %30� 0DWXULW\� DW� OHYHO� ��
(Managed) derived from the quantitative study. 
 
Secondary data collecWHG�IURP�WKH�''R'�LQWUDQHW�DQG�GDWDEDVHV�VKRZHG�WKDW�PDQ\�
LQLWLDWLYHV�DQG�LPSURYHPHQW�SURFHVVHV�DUH�XQGHUZD\�SDUDOOHO��ERWK�GHFHQWUDO�DW�WKH�
defence units and central at the defence staff. The DDoD has a vision of managing 
WKH�RUJDQLVDWLRQ�EDVHG�RQ�%30��+RZHYHU��WKLV�YLVLRQ�LV�GHVFULEHG�RQ�the strategy 
level and still requires translation to the practice of tactical and operational levels. 
0RVW� �LPSURYHPHQW�� LQLWLDWLYHV� DUH� LQLWLDWHG� ORFDOO\� E\� WKH� VXEGLYLVLRQV� ZLWKRXW�
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direction or guidance from the central defence staff, corroborating the findings from 
WKH� LQWHUYLHZV��2QH� VXEGLYLVLRQ� KDV� VHW� XS� LWV RZQ Process Management board. 
Finally, WKHUH�LV�QR�FRPSOHWH�ELJ�SLFWXUH�RI�DOO�LQLWLDWLYHV�DQG�%30�SURMHFWV�initiated 
at the ''R'�WR�LPSURYH�%30�0DWXULW\� 
 
5 Conclusions, implications, limitations and further research 
 
This study aimed WR�GHWHUPLQH�WKH�%30�0DWXULW\�DQG�3HUIRUPDQFH�RI�WKH�''R'�
DQG� ZKHUH� LW� VWDQGV� ZKHQ� LW� LV� EHQFKPDUNHG� ZLWK� VLPLODU� RUJDQLVDWLRQV� DQG� WKH�
private sector. Except for the group of prLYDWH�FRPSDQLHV� �%9�1/��ZLWK�D�%30�
0DWXULW\� OHDQLQJ� WRZDUGV� OHYHO� �� �'HILQHG��� DOO� RWKHU� RUJDQLVDWLRQV�� VHFWRUV� DQG�
JURXSV�IURP�WKLV�VWXG\�KDYH�D�%30�0DWXULW\�UDQJLQJ�EHWZHHQ������DQG������� 
 
:LWK�D�%30�0DWXULW\�VFRUH�RI�������OHYHO��� �0DQDJHG���WKH�'XWFK Department of 
Defence has a ranking not much deviating from other governmental and non-profit 
groups studies in The Netherlands and beyond. The index score is almost similar to 
another defence organisation, the Peruvian Airforce, analysed by De Waal et al. 
�����a).  
The practical contribution of this study is that it has provided the Dutch Department 
of Defence (DDoD) ZLWK� WKH� ILUVW� PHDVXUHPHQW� RI� LWV� %30� 0DWXULW\� DQG�
FRPSDULVRQ�ZLWK�RWKHU�RUJDQLVDWLRQV��7KH�''R'�FDQ�DVVHVV� WKHLU�%30�0DWXULW\�
development strategy informed by actual data and measurements. )XUWKHUPRUH��ZH�
found that public and non-SURILW�RUJDQLVDWLRQV�FRQVLVWHQWO\�VFRUH�ORZHU�WKDQ�SULYDWH�
�FRPPHUFLDO��RUJDQLVDWLRQV��$V�6DQWDQD�HW�DO���������DQG�6\HG�HW�DO���������DOUHDG\�
VKRZHG��WKHUH�DUH�PDQ\�UHDVRQV�ZK\�WKHVH�W\SHV�RI�RUJDQLVDWLRQV�DUH�GLIIHUHQW��6WLOO��
these organisations should look at the best practices provided by private 
RUJDQLVDWLRQV� WR� OHDUQ�KRZ�WR� LPSURYH� WKHLU�%30�FDSDELOLWLHV� WR� LQFUHDVH�SURFHVV�
performance. 
 
WH�KDYH�DWWHPSWHG�WR�DQDO\VH�WKH�%30�PDWXULW\�RI�D�KLHUDUFKLFDO�RUJDQLVDWLRQ�ZLWK�
this study��:H�GLG�QRW�VHOHFW�WKH�%30�0DWXULW\�DQG�SURFHVV�SHUIRUPDQFH�DW�D�SURFHVV�
OHYHO���EXW�DQDO\VHG�WKH�%30�0DWXULW\�RQ�DQ�RUJDQLVDWLRQDO�(department) level. The 
current research design looks at the maturity of all business processes. In maturity 
and process performance, some business processes may be far ahead of others.  
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7KLV�VWXG\�FRQWULEXWHV�WR�WKH�NQRZOHGJH�Rf %30�PDWXULW\�DQG�3URFHVV�SHUIRUPDQFH�
benchmarking of hierarchal organisations. AdditiRQDO� VXUYH\V� ZLWK� a stratified 
selection of respondents from various subdivisions could improve the picture on a 
process level rather than an organisational level. Specifically, measurement of the 
%30� 0DWXULW\� RI� FULWLFDO� SURFHVVHV� �DW� SURFHVV� OHYHO��� HTXLSPHQW� PDQDJHPHQW�
process, purchasing, and maintenance are insightful and of practical contribution. 
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