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About the book


About the contents

This book has been written in 2026. The contents of this book are based on the thoughts of the writer. This means that no passages have been copied from other works. Furthermore, no artificial intelligence functionality has been used to generate textual content. External sources have been consulted when it comes to gathering specifics of other methodologies. If any passages in this book show similarities with textual content in other works that this is down to coincidence.


Intended audience

This book is intended as a reference manual for persons that are responsible for, or are supporing with, restructuring of (a part of) an organisation. This with the aim to improve the quality of business operations.


Why has this book been written?

Whilst executing his responsibilities for the organisation the writer is working with he was confronted with a challenge regarding supporting restructuring of a part of the organisation. It became clear to him that he would only be able to cope with this challenge if he could work from a sound basis in the form of a well-thought-out plan on how to go about this. When creating this plan in the form of necessary documentation he accounted for the peculiarities and specific needs of the organisation. After the plan was finished the writer proceeded with the execution according to the plan. This plan however was tailor made to the needs at hand. Tailor made in the sense that it intrinsically accounted for the culture and character of the organisation. This in itself is fine of course because simply applying general concepts is usually not a good idea, however whilst going about this trajectory of improvement a need arose with the writer to translate the bespoke plan to a more generalistic concept that should be applicable to most medium-sized to large organisations. This book has been written with that goal in mind.


About the author
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Marinus van der Wel has over 35 years of professional experience. During that time, he has worked in the private sector and within public and semi-public organisations. In the early years of his career, the focus was on technical IT roles (System Engineer, Software Engineer, Solution Architect), but this gradually shifted towards roles related to business operations, such as Project Leader, Manager and Business Analyst. In these latter roles Marinus has now built up years of experience in tackling and investigating issues in the field of business operations. The diversity of the roles he has held, combined with the diversity of the organisations in which he has worked, has led to a balanced perspective (from both the demand and supply sides) on products, services, work processes, management and, in particular, what does and does not work in business operations. In his work Marinus is characterised by a strongly self-taught approach to his analyses and the search for solutions to operational challenges. The following principles have become important to him in this context: ‘People are the most important’, ‘Keep It Simple’, ‘Pragmatic approach’, ‘Think carefully first, then act’, ‘Don’t get bogged down in methodologies’. Hopefully, this book does justice to that approach. As well as tackling business management issues, Marinus is keen on photography and has a wide range of interests in many subjects like astronomy, physiology and philosophy.


Introduction


Organisations can be setup in lots of ways when it comes to structuring business operations. All variants have there own pros and cons. Within this document an organistional model will be explained which is based heavily on a number of key principles and formally defined products and services. Of course products and services play a role in many variants/organisational models that are about stucturing business operations. However if in this book the term business and services organisation (abbreviated as PSO) is used it means the variant of a products and services organisation that is explained in this book unless explicitly stated otherwise.


1. Essentials of the PSO

Principles of the PSO

The variant of the products and services organisation as is described in this book is based on the following principles:


	Customer oriented

	Quality is paramount

	Employees take centre stage

	Continuous improvement

	Decentralised improvement




Customer oriented

Organisations exist by the grace of their customers. Or in other words: the aim of every organisation is to fulfil a need that lies outside of the organisation. This means that with everything that is being done the question 'How does this serve our customers' should be asked.


Quality is paramount

There does not seem to be a good reason not to strive for quality in business operations and for quality regarding the products and services that are being delivered to customers and recipients. Sometimes it may seem that the strive for quality does not go well with improving quantitative aspects but the aim to carefully weigh both interests can be seen as a form of qualitative thinking.


Employees take centre stage


Employees are, in fact, always an organisation’s most important ‘asset’. The reason is that whatever happens within an organisation, employees are always involved, either directly or indirectly. Furthermore, true innovation comes from people, not machines. This means that the quality and quantity of work depend to a large extent on them. This underlines the importance of nurturing good employees. Nurturing them means ensuring pleasant working conditions and terms to a sufficient degree, whilst also making the best possible use of their skills.


Continuous improvement

There is always room for improvement, and it is important to constantly strive for it. Improvement means that all staff members are making good use of their time and that resources are being used effectively. ‘Effective’ means that it must always be traceable back to a customer need that needs to be met.


Decentralised improvement

Ultimately, improvement originates from employees and must also be implemented through their efforts. Since improvement can take place at any point within the PSO’s structure, it is essential that such improvement indeed arises from all these various points. The reason for this is that employees performing specific tasks often possess the clearest insight into what can be improved. Furthermore, it is crucial that improvement proposals enjoy sufficient support among the group of employees who will be affected by their implementation. As support is typically stronger when employees themselves generate proposals regarding their own work processes, it is vital to encourage the submission of improvement proposals by anyone within the organisation at any level, and pertaining to any level. The latter implies that improvement proposals need not be restricted to the specific operational areas in which the employees submitting them are active. Robust channels for criticism and feedback—accessible to everyone within the organisation—should be regarded as a key instrument for fostering improvement.


Objectives of the PSO 


The variant of the products and services organisation as is described in this book has the following objectives:



	Ensuring quality

	Utilising quality

	Maintaining qualilty

	Developing quality




Ensuring quality

This refers to ensuring that business operations meet the highest possible quality standards. By ‘business operations’, we mean the organisation of the structures and the execution of tasks in accordance with those structures.


Utilising quality

This means making the most optimal use possible of the strengths within the organisation, specifically, the strengths of its employees. Consequently, it is considered essential that employees focus primarily on tasks in which they are knowledgeable, and strictly avoid those in which they are less proficient or entirely unskilled.


Maintaining quality

This includes the idea of continuous improvement, both with regard to the skills of employees and also with regard to improvement in business operations.


Developing quality

Quality in work stems from employees bringing that quality to the organisation. This means that it is not only important to make good use of these qualities (see the relevant section) but also to encourage the development of quality. In other words, employees should be encouraged both to improve their existing qualities and to acquire new ones that may be useful in the organisation’s day-to-day.


Key features of the PSO

Within virtually every organisation, there are products and services delivered or provided to parties outside that organisation; additionally, there are internal products (products for internal use) that must be produced, and activities (the execution of work in support of an internal objective) that must be carried out. These organisations can be structured in various ways. This document examines a specific variant characterized by the following features:
S:



	Explicit focus on products and services

	Clear distinction between strategy, vision, configuration and execution

	Role based
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