I Organizational
Innovation by
Integrating

Simplification

Learning from Buurtzorg Nederland

@ Springer



I Organizational
Innovation by
Integrating
Simplification

Learning from Buurtzorg Nederland

@ Springer




Management for Professionals



More information about this series at
http://www.springer.com/series/10101



Sharda S. Nandram

Organizational Innovation by
Integrating Simplification

Learning from Buurtzorg Nederland

@ Springer



Sharda S. Nandram
Praan Solutions
Amsterdam

The Netherlands

ISSN 2192-8096 ISSN 2192-810X (electronic)
ISBN 978-3-319-11724-9 ISBN 978-3-319-11725-6 (eBook)
DOI 10.1007/978-3-319-11725-6

Springer Cham Heidelberg New York Dordrecht London

Library of Congress Control Number: 2014956866

© Springer International Publishing Switzerland 2015

This work is subject to copyright. All rights are reserved by the Publisher, whether the whole or part
of the material is concerned, specifically the rights of translation, reprinting, reuse of illustrations,
recitation, broadcasting, reproduction on microfilms or in any other physical way, and transmission or
information storage and retrieval, electronic adaptation, computer software, or by similar or dissimilar
methodology now known or hereafter developed. Exempted from this legal reservation are brief excerpts
in connection with reviews or scholarly analysis or material supplied specifically for the purpose of being
entered and executed on a computer system, for exclusive use by the purchaser of the work. Duplication
of this publication or parts thereof is permitted only under the provisions of the Copyright Law of the
Publisher’s location, in its current version, and permission for use must always be obtained from
Springer. Permissions for use may be obtained through RightsLink at the Copyright Clearance Center.
Violations are liable to prosecution under the respective Copyright Law.

The use of general descriptive names, registered names, trademarks, service marks, etc. in this
publication does not imply, even in the absence of a specific statement, that such names are exempt
from the relevant protective laws and regulations and therefore free for general use.

While the advice and information in this book are believed to be true and accurate at the date of
publication, neither the authors nor the editors nor the publisher can accept any legal responsibility for
any errors or omissions that may be made. The publisher makes no warranty, express or implied, with
respect to the material contained herein.

Printed on acid-free paper

Springer is part of Springer Science+Business Media (www.springer.com)



To those who try to be the transformation they
want to see

See the Self, by the Self, in the Self
From: Bhagavad Gita, Chapter 6, verse 20






In 2006 Buurtzorg Nederland was established. Some friends with a big ambition
wanted to change the Dutch homecare into community care. Many patients were
troubled by the fragmented way care was delivered and many nurses were frustrated
because they couldn’t perform the way they wanted to. We chose for an Organiza-
tional model which focuses on meaningful relationships and no hierarchy. We
wanted to use IT in a way that it served the nurses. We wanted to work with people
who could be proud of what they achieve: day in day out! We wanted to show that
it’s much more effective and sustainable to work this way and yes: we wanted to
change the world (a little bit).

Sharda Nandram succeeded very well in describing and explaining this adven-
ture. The way she developed a new Organizational Theory was very inspirational
for a lot of people working for Buurtzorg and myself. I think a more humane or
humanistic approach is needed in management so that people can be the owner of
their daily work, can enjoy their results, and can contribute to society with mean-
ingfulness. Sharda explains what the principles are for the Buurtzorg way of
working. From different perspectives she shows what is needed to build a
non-hierarchical organization. By letting the nurses talk about their daily work
and tell what it means for them, these principles become very clear. At the same
time it provides us with a lot of scientific knowledge for further research and
applications in management.

I hope that everyone who reads this book enjoys the stories, the reflections, and
the theoretical insights. It was a big honor to work with Sharda!

Sincerely,

Almelo Jos de Blok
July 27th, 2014
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I am truly grateful for having met many new people, for their stories, opinions, and
inspiration in developing this book.

While I am writing this acknowledgment the first draft is ready. I realize that
writing this book gave me the fulfillment that I needed in this stage of my scholarly
life. I am grateful to many people, too many to mention by name. I recall those who
participated as respondents during the research; those who showed a sincere interest
in the project; friends who frequently called to ask how I was doing, some who
invited me or dropped by for a chat. Writing such a book makes you at times
invisible for the outside world. The computer with your data, the Internet, and your
own creative sources become you best friends. By showing attention, friends
reminded me of the external world out there.

Life is for learning and the greatest gift one can get is meeting people who
contribute to this learning. Each of them, in their own way, has contributed to my
learning. I think I have met many like-minded people with the aspiration to
contribute to what really matters in private and professional life. I have seen how
they take responsibility for getting things done. How they rethink situations to find
solutions for problems; how their striving for work efficiency goes hand in hand
with humane values; how they are pragmatic, using their common sense; and how
they honor simplicity.

When I wrote down my findings and reflected upon them, I realized that this
book project was a special one, personally and professionally. Personally, because 1
could relate findings to my experiences with the community care system in the
Netherlands. My Mom was suffering from Progressive Supranuclear Palsy (PSP),
an illness without effective treatment in the period of 1997-2007. In those years we
witnessed the deterioration of her brain’s functioning and the increase of care
dependency. Hailing from a culture where collectivism and caring for family are
important values we tried to avoid too much dependency on professional health
care. But when her care demand increased at a certain point in time, we had the
choice between finding her a place in an elderly nursing home or keeping her at
home and ensuring the care she required in the home environment.

As the first option was not really an option for us, we had to enter and experience
how the healthcare industry was organized.
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We encountered unfeasible advice from healthcare agencies and oftentimes we
noticed the low motivation and the low quality of service amongst nurses and nurse
assistants. In those days, there was no Buurtzorg, but I am sure its client’s focus
would have eased her life in several ways. Instead of a relief, during many visits by
care professionals, the complexity and frustration for my Dad increased.
Appointments were not met, on some days no professional caregiver showed up,
some days we found our Mom half-dressed because the caregiver had to leave,
some days they skipped part of her breakfast routines due to their busy schedule,
every week many new nurses and caregivers entered the residence, each with their
own ideas of how to take care of her and what would be good for her, and also
medicine was often not given on time. We followed our hearts and decided to
consider alternative ways for making her life as convenient as possible given the
circumstances she was in.

Together with my 8 siblings, my Dad, and a few other family members and a
small part of professional care offered by private care agencies, especially for those
services we were not trained for, we created a team and tried to give her the best
possible care, love, and as much comfort as possible. This was the best possible
solution we could think of. The higher purpose at Buurtzorg is delivering the best
possible care to the client. Our higher purpose was the same. Not every client has so
many children able and willing to take care of them. Buurtzorg is then a good
alternative, based on what I have seen during my research and the understanding of
its approach: it is personal and professional.

Also professionally this project was enriching to me. Those who know my work
are aware of my drive for contributing to build an alternative paradigm for man-
agement. Having the opportunity to study Buurtzorg has confirmed that some of my
previously developed assumptions on entrepreneurship and management are not
utopian but could be put into practice: economic and humane outcomes; matter and
spirit; discipline and letting go, as two sides of the same coin.

I sincerely hope that this book will contribute to your learning and inspiration on
alternative ways of organizing management.

Amsterdam Sharda S. Nandram
July 7th, 2014
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