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Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.  
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project. 

project title

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet 
complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the 
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money,...), technology, ...). 

space available for images / figures on next page

start date - - end date- -

Creating a New Design Methodology for KLM’s Digital Factory

01 03 2019 12 08 2019

KLM is the most important airline in the Netherlands, and one of the oldest in the world. It is headquartered in 
Amstelveen, near the Amsterdam Airport Schiphol. In 2004 a merger between Air France and KLM resulted in the 
holding company for both airlines Air France-KLM, headquartered in the  Charles de Gaulle Airport, near Paris. It 
currently employs more than 30,000 people and flies to 145 destinations.  
The company has a strong relationship with TU Delft and its Industrial Design Faculty and cooperates in many projects. 
This particular project involves a group within KLM, comprised of 400-500 people, known as the Digital Factory. The 
Digital Factory (DF) is in charge of developing and updating KLM’s digital products. At the same time, the DF is divided 
into 2 big teams:  
1) IT, which is in charge of developing the back-end of the projects and research technologies 
2) Business, which sets the course on product development 
The aim is to improve KLM’s current digital innovation processes, given that product innovation is one very important 
way to adapt to changes in the market (Dougherty et al., 1996) This will be carried out from the Design perspective, 
using its different tools and methodologies to understand and improve the context in an holistic way.  
This project will have to work closely with both IT and Business to align their goals and needs. On one hand IT 
experiments to test and develop technologies, and implements new features into the different digital products, and 
on the other hand Business plans and designs products for the users. Getting their insights, and considering all 
stakeholders will be very important for this project to succeed in proposing a solution.  
The project presents the opportunity to improve a process that would impact how these key groups work, and their 
relevance on KLM as a whole. The company is well aware of the challenge being up-to-date represents, and the 
proposal that comes after this project could help KLM restructure its current approach. 
It is important though, to note that this project is limited to the aforementioned groups within KLM and the specific 
target of improving how digital products are developed. The end result might very well be adaptable to other groups 
or tasks; however, that possibility will not be part of this project. 
 
 

Arellano CoriaDEAC 4728548

Creating a New Design Methodology for KLM’s Digital Factory



Personal Project Brief - IDE Master GraduationPersonal Project Brief - IDE Master Graduation

Title of Project

Initials & Name Student number

IDE TU Delft - E&SA Department /// Graduation project brief  & study overview /// 2018-01 v30 Page 4 of 7

introduction (continued): space for images

image / figure 2:

image / figure 1: Data flow and components within KLM's digital products

SAFe Process organization for the Product Teams
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PROBLEM DEFINITION  **
Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30 
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

ASSIGNMENT **
State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed 
out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for 
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In 
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

KLM carries constant product development cycles as part of its innovation efforts. Those efforts are both targeted at 
increasing exploration and exploitation. Exploration is defined as the activities aimed at new possibilities 
(experimentation, innovation), while Exploitation consists of those activities that focus on improving existing corporate 
processes (Blindenbach-Driessen et al., 2014). 
However, due to many reasons, there’s a disconnection between the DF and the regular, broader product 
development line. This has led to unofficial processes and adaptations. However, the company has taken notice and is 
looking to streamline this and speed up the cycles, in a challenge they call “Industrialization of innovation”.   
KLM hopes this will increase the efficiency of the DF, and will help them avoid serious issues, such as the valley of 
death, which basically describes the challenge of closing the gap between invention and its implementation as an 
innovative commercial application (Klitsie et al., 2018). This problem occurs due to a number of corporate and 
organizational factors, with one key issue being the difficulty for innovators to overcome innovation-to-organization 
problems, specially in large, mature organizations (Dougherty et al., 1996). 
At the same time, how design is related to, and can improve, innovation management has attracted the attention of 
both the academic and business worlds. Over the last years some theories and concepts have been developed, such 
as design-driven innovation, design-thinking, design-led innovation, but there’s no consensus on their similarities and 
differences (Klitsie et al., 2018). This project will then work in a knowledge gap that comprises design-driven innovation 
for digital services and products within a large company.  
In the end, this project could benefit KLM’s end-users, both by speeding up the development of new services and 
products and by improving the company’s internal processes so that they can provide a better service.  

In this project, I will design a way to connect the IT and Business groups from the beginning in every project, and thus 
benefit the company’s product development cycle. The end result will be a framework/methodology/model to be 
implemented by the involved groups.

The company’s supervisor for this project is Oya Ünlü, Senior Group Manager Digital, in charge of creating diverse 
digital solutions and delivering IT solutions. With her input, the project has been tasked with developing a framework 
that unites the different groups within the Digital Factory and puts them inside the product development line.  
This project aims to carry research on the current situation and its stakeholders. In that phase, I’ll be able to better 
understand the challenge and collect insights from the people involved and their context. Then the design solution 
can be developed, considering the learnings from the previous phase. I expect to end with a tool that the stakeholders 
can use to improve the current process and inject new features into the digital products at a better pace.  
Activities. 
First research on the challenges of evaluating and then further developing KLM’s digital experiments into products. 
And then creating a design solution that takes into account the stakeholders’ needs, goals, and insights; and enables 
the company to inject technologies into its products and services more efficiently as part of its efforts of staying 
up-to-date. The end result would consist of research on the matter and the key groups, plus a design solution (process, 
methodology, framework or so) that tackles this problem and accelerates the current process. 
It is the intention to carry out multiple cycles of prototyping and testing, to constantly improve and build upon 
previous insights and breakthroughs, while maintaining constant research activities throughout the project. 
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your 
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within 
the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term 
meeting, green light meeting and graduation ceremony. Illustrate your Gantt Chart by, for instance, explaining your approach, and 
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance 
because of holidays or parallel activities. 

start date - - end date- -1 3 2019 12 8 2019

I divided the project in 4 phases, that themselves can be grouped into Research and Concept Development.  
Research: to gather information on the involved groups and people, as well as how they work and the internal 
processes an innovation has to go through in order to be injected into (or become) a product. In-depth interviews 
with the different stakeholders, as well as desk research on what the literature has to say about this field.  
Problem framing: to consolidate the insights gathered from the research and translate them into specific problems 
that can be tackled in the following phases. Identify opportunities and needs that have to be addressed through the 
design solution.  
Ideation: generate initial ideas and concepts to be evaluated first against the set goal and scope, and then more 
in-depth in the following phase. Brainstorming techniques, co-creation sessions. 
Concept development & testing: prototype, test and analyze the concepts. Iterate on them until a final solution can be 
designed.  
After a concept is tested, the main conclusions are subtracted and taken into the development of the next concept. If 
necessary, I can go back to previous phases on a specific concept in order to refine and adapt it. Thus, an iterative 
process is started, until enough insights are generated that can be applied on the final design solution.  
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your 
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed. 
Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives 
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a 
specific tool and/or methodology, ... . Stick to no more than five ambitions.

FINAL COMMENTS
In case your project brief needs final comments, please add any information you think is relevant. 

I have a big interest in digital services and products, so I immediately took the opportunity of working on the topic 
with such an important company as KLM. I’m eager to apply the knowledge I’ve gained in the MSc in this space, given 
that my previous working experience didn’t involve digital solutions. During my Strategic Design studies, I’ve learned a 
lot about the importance of iterating based on testing and prototyping, and I’m interested in applying that in this 
project. Also, the goal of the project should be implementable in the short-term but as a strategic designer I’m 
interested in looking beyond, and hopefully plan the future alongside the company.  
Furthermore, the project will work inside a knowledge gap in the innovation management theories, and I am very 
interested in contributing to the field with the results of my graduation project. As well as going deep in this topic, 
which has proven to be appreciated by today’s companies and could benefit my professional career.   
 
In addition, I’m interested in carrying out this project by myself. Obviously with the input and involvement of different 
people, but taking decisions and responsibilities of my own. So far, my experience while working and studying has 
been mostly in teams, or with a clear person in charge and delegating tasks. So I’m looking forward to taking 
responsibility for finishing this on time and with a valuable proposal.  
 
REFERENCES 
Klitsie, J.B. & Price, R.A. & De Lille, C.S.H. (2018). Overcoming the Valley of Death: A Design Innovation Perspective. 21st 
DMI: Academic Design Management Conference, 958-972. 
 
Blindenbach-Driessen, F. & van den Ende, J. (2014). The Locus of Innovation: The Effect of a Separate Innovation Unit on 
Exploration, Exploitation, and Ambidexterity in Manufacturing and Service Firms. J PROD INNOV MANAG, 31(5), 1089–
1105. 
 
Dougherty, D. & Hardy, C. (1996). Sustained Product Innovation In Large, Mature Organizations: Overcoming 
Innovation-to-organization Problems. Academy of Management Journal, 39(5), 1120-1153. 

Arellano CoriaDEAC 4728548

Creating a New Design Methodology for KLM’s Digital Factory




