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ABSTRACT 
In the pursuit of improved competitiveness the management of employees has become 
a more potent part of an organization's competitive strategy. A central aspect of this 
operation is to ensure that employees are engaged and committed to their work, their 
organization and its goals. The aim of this thesis is to create a model that promotes 
employee engagement partially based on established concepts within performance 
management and motivation and partially based on a pioneer concept within business, 
referred to as gamification. The aim is further to adapt this model to an organizational 
setting characterized as potentially unengaging to be able to identify possible benefits 
and concerns with the model developed. The data collection was done through a case 
study involving both qualitative semi-structured interviews and observations with 
professionals within haulage firms. The model created was thereafter configured to 
the work situation of a truck driver, in order to illustrate how employee engagement 
can be promoted within haulage firms. An important finding of this thesis is that each 
component of the performance management cycle can, to various extents, be 
supported by game elements to drive employee engagement within the performance 
management process. It has also been found that this model can be adapted to 
different work situations on the basis of the appropriate style of management control 
and a means-ends analysis of the constituent game elements that underlie the model. 
Moreover, this thesis propose how haulage firms, through this model, can promote 
employee engagement and thereby an opportunity to command a source of 
competitive advantage. 

Key words: 
Management control, Performance management, Performance Management Cycle, 
Employee engagement, Work engagement, Gamification, Behavioral game, Game 
element, Service-profit chain, Motivation, Employee motivation 
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GLOSSARY 
 

Behavioral game  
An everyday, non-game activity that has been made more engaging and 
conductive to learning by applying a layer of game elements applied 
around it.  

Game element  
Simple but powerful key parts in the process of designing a behavioral 
game. They have different characteristics and applications but are all 
used in the purpose of making an everyday activity more engaging. 

Game Frame  
A framework for designing and understanding a behavioral game. It 
comprises ten interrelated components, which in its entirety forms a 
behavioral game and an engaging experience.  

Gamification  The use of game thinking and game mechanics in a non-game context 
in order to engage users and solve problems. 

Haulage firm  
A firm engaged in the business of transporting goods by road for other 
parties than their own firm. They may share both professional and 
private customers.  

Human Resources 
Management HR 

An organizational practice within the management of individual 
performance and development. It is responsible for the attraction, 
selection, assessment, and rewarding of employees, while also 
overseeing organizational leadership and culture, and ensuring 
compliance with employment and labor laws.  

Performance 
Management PM 

Activities that ensure that goals are consistently being met in an 
effective and efficient manner. Performance management can focus on 
the performance of an organization, a department, employee, or even 
the processes to build a product or service, as well as many other areas. 

Performance 
Management cycle PMC 

An ongoing self-renewing cycle for performance management 
including three main components: performance and development 
agreement, management throughout the year and performance review 
and assessment. 

Work engagement  A positive, fulfilling, work-related state of mind that is characterized 
by vigor, dedication and absorption. 

 



 V 

TABLE OF CONTENT 
1	   INTRODUCTION ............................................................................................................. 1	  
1.1	   BACKGROUND .................................................................................................................. 1	  
1.2	   PROBLEM DISCUSSION .................................................................................................... 2	  
1.3	   RESEARCH PROBLEM AND PURPOSE .............................................................................. 4	  
1.4	   RESEARCH QUESTIONS ................................................................................................... 4	  
1.5	   RESEARCH APPROACH .................................................................................................... 5	  
1.6	   METHODOLOGY OF LITERATURE REVIEW .................................................................... 6	  
1.7	   DISPOSITION .................................................................................................................... 7	  
2	   LITERATURE REVIEW ................................................................................................. 9	  
2.1	   INTERNAL MARKETING ................................................................................................... 9	  
2.2	   WORK ENGAGEMENT .................................................................................................... 10	  
2.3	   PERFORMANCE MANAGEMENT .................................................................................... 12	  
2.4	   GAMIFICATION .............................................................................................................. 16	  
2.5	   MOTIVATION ................................................................................................................. 24	  
2.6	   ORGANIZATIONAL CONTROL ....................................................................................... 26	  
3	   ANALYSIS OF LITERATURE REVIEW ................................................................... 30	  
3.1	   ANALYSIS OF GAME ELEMENTS AS MOTIVATORS ....................................................... 30	  
3.2	   ANALYSIS OF RQ1 ......................................................................................................... 34	  
3.3	   ANALYSIS OF RQ2 ......................................................................................................... 41	  
3.4	   SUMMARY OF ANALYSIS RQ1 AND RQ2 ...................................................................... 47	  
3.5	   FORMULATION OF THE THIRD RESEARCH QUESTION ................................................. 48	  
4	   METHODOLOGY .......................................................................................................... 49	  
4.1	   RESEARCH STRATEGY ................................................................................................... 49	  
4.2	   RESEARCH METHODOLOGY ......................................................................................... 50	  
4.3	   DATA COLLECTION METHOD ........................................................................................ 52	  
4.4	   DATA ANALYSIS ............................................................................................................. 54	  
4.5	   METHOD PROBLEMS ..................................................................................................... 54	  
5	   CASE STUDY .................................................................................................................. 57	  
5.1	   PRESENTATIONAL STRUCTURE .................................................................................... 57	  
5.2	   PART ONE - PERFORMANCE MANAGEMENT ................................................................ 57	  
5.3	   PART TWO - CONDITIONS FOR A BEHAVIORAL GAME ................................................ 62	  
6	   ANALYSIS ....................................................................................................................... 74	  
6.1	   ANALYSIS OF RQ3 ......................................................................................................... 74	  
6.2	   PART ONE: PERFORMANCE MANAGEMENT SUPPORTED BY GAME ELEMENTS ......... 74	  
6.3	   PART TWO - PRESENTATION OF THE BEHAVIORAL GAME ......................................... 82	  
7	   FINDINGS AND CONCLUSIONS ............................................................................... 98	  
8	   DISCUSSION AND FURTHER RESEARCH ........................................................... 102	  
8.1	   WHO SHOULD BE RESPONSIBLE FOR THE BEHAVIORAL GAME ................................ 102	  
8.2	   ETHICAL DISCUSSION .................................................................................................. 102	  
8.3	   DRAWBACKS WITH GAMIFICATION ........................................................................... 103	  
8.4	   FURTHER RESEARCH ................................................................................................... 103	  
LIST OF REFERENCES .................................................................................................... 104 

APPENDIX I – TRUCK DRIVER (PILOT)	  
APPENDIX II – TRUCK DRIVER	  



 VI 

APPENDIX III – TRANSPORT MANAGER	  
APPENDIX IV – HUMAN RESOURCES	  
APPENDIX V - CONTROLLER	  
 



 VII 

TABLE OF FIGURES 
FIGURE 1 - THE RESEARCH APPROACH OF THIS THESIS ............................................................................... 5	  
FIGURE 2 - THE COURSE OF ACTION FOR THIS THESIS ................................................................................. 6	  
FIGURE 3 - THE PERFORMANCE MANAGEMENT CYCLE ........................................................................... 14	  
FIGURE 4 - CHARACTERISTICS OF A GAME ............................................................................................... 17	  
FIGURE 5 - THE GAME FRAME ................................................................................................................. 18	  
FIGURE 6 - THE OUTER LAYER ................................................................................................................. 18	  
FIGURE 7 - THE SKILL CYCLE (INNER LAYER) .......................................................................................... 20	  
FIGURE 8 - THE SKILL CYCLE (CORE) ....................................................................................................... 21	  
FIGURE 9 - A TYPOLOGY OF CONTROL ..................................................................................................... 28	  
FIGURE 10 - A MODEL COMBINING GAMIFICATION AND PERFORMANCE MANAGEMENT .......................... 41	  
FIGURE 11 - STYLES OF CONTROL LINKED TO TRANSACTIONAL AND TACIT WORK ACTIVITIES ................ 43	  
FIGURE 12 - AVAILABLE GAME ELEMENTS BASED ON THE STYLE OF CONTROL ....................................... 47	  
FIGURE 13 - AN ADAPTABLE MODEL COMBINING GAMIFICATION AND PERFORMANCE MANAGEMENT .... 48	  
FIGURE 14 - SUMMARY OF CONDITIONS FOR THE OUTER LAYER .............................................................. 68	  
FIGURE 15 - SUMMARY OF CONDITIONS FOR PART ONE OF THE SKILL CYCLE (INNER LAYER) .................. 71	  
FIGURE 16 - SUMMARY OF CONDITIONS FOR PART TWO OF THE SKILL CYCLE (CORE) .............................. 73	  
FIGURE 17 - SUMMARY OF ANALYSIS OUTER LAYER ................................................................................ 88	  
FIGURE 18 - SUMMARY OF ANALYSIS PART ONE OF THE SKILL CYCLE (INNER LAYER) ............................ 92	  
FIGURE 19 - SUMMARY OF ANALYSIS PART TWO OF THE SKILL CYCLE (CORE) ........................................ 97	  
FIGURE 20 - THE PERFORMANCE MANAGEMENT CYCLE SUPPORTED BY GAME ELEMENTS ....................... 99	  
FIGURE 21 - AN OVERVIEW OF THE APPLICABILITY OF GAME ELEMENTS ............................................... 100	  
FIGURE 22 - GAME ELEMENTS AS SUPPORT FOR THE PERFORMANCE MANAGEMENT PROCESS ............... 101	  



 VIII 

LIST OF TABLES 
TABLE 1 - SUMMARY OF THE METHODOLOGY FOR THE LITERATURE STUDY .............................................. 7	  
TABLE 2 - PERDONALITY DYADS .............................................................................................................. 19	  
TABLE 3 - GAME ELEMENTS AND THEIR RESPECTIVE FUNCTION .............................................................. 22	  
TABLE 4 - CONDITIONS DETERMINING THE MEASUREMENT OF BEHAVIOR AND OUTPUT .......................... 27	  
TABLE 5 - THE ASSUMPTIONS UNDERLYING THE MODEL .......................................................................... 34	  
TABLE 6 - PERFORMANCE AND DEVELOPMENT AGREEMENT SUPPORTED BY GAME ELEMENTS ............... 36	  
TABLE 7 - CONTINUOUS MANAGEMENT SUPPORTED BY GAME ELEMENTS ............................................... 38	  
TABLE 8 - PERFORMANCE REVIEW AND ASSESSMENT SUPPORTED BY GAME ELEMENTS .......................... 39	  
TABLE 9 - THE APPLICABILITY OF GAME ELEMENTS TO THE FIVE STYLES OF CONTROLS ......................... 46	  
TABLE 10 - RESEARCH METHODOLOGIES ................................................................................................. 50	  
TABLE 11 - SAMPLE CATEGORIES ............................................................................................................ 52	  
TABLE 12 - INTERVIEW PARTICIPANTS ..................................................................................................... 54	  
TABLE 13 - CASE STUDY TACTICS FOR FOUR DESIGN TESTS ..................................................................... 55	  
TABLE 14 – EMPIRICAL FINDINGS RELATED TO THE PERFORMANCE AND DEVELOPMENT AGREEMENTS .. 60	  
TABLE 15 – EMPIRICAL FINDINGS RELATED TO THE CONTINUOUS MANAGEMENT ................................... 61	  
TABLE 16 – EMPIRICAL FINDINGS RELATED TO THE PERFORMANCE REVIEW AND ASSESSMENT .............. 62	  
TABLE 17 – EMPIRICAL FINDINGS RELATED TO THE DRIVING ACTIVITY .................................................. 65	  
TABLE 18 – EMPIRICAL FINDINGS RELATED TO THE PLAYER PROFILE ...................................................... 66	  
TABLE 19 – EMPIRICAL FINDINGS RELATED TO THE OBJECTIVES ............................................................. 67	  
TABLE 20 – EMPIRICAL FINDINGS RELATED TO OUTCOMES ..................................................................... 68	  
TABLE 21 – EMPIRICAL FINDINGS RELATED TO THE ACTIONS .................................................................. 69	  
TABLE 22 – EMPIRICAL FINDINGS RELATED TO THE FEEDBACK ............................................................... 69	  
TABLE 23 – EMPIRICAL FINDINGS RELATED TO THE BLACK BOX ............................................................. 70	  
TABLE 24 – EMPIRICAL FINDINGS RELATED TO THE SKILLS ..................................................................... 71	  
TABLE 25 – EMPIRICAL FINDINGS RELATED TO RESISTANCE .................................................................... 72	  
TABLE 26 – EMPIRICAL FINDINGS RELATED TO THE RESOURCES ............................................................. 72	  
TABLE 27 - ANALYSIS OF THE PERFORMANCE AND DEVELOPMENT AGREEMENT COMPONENT ................ 75	  
TABLE 28 - ANALYSIS OF THE MANAGEMENT THROUGHOUT THE YEAR COMPONENT .............................. 77	  
TABLE 29 - ANALYSIS OF THE PERFORMANCE REVIEW AND ASSESSMENT COMPONENT ........................... 80	  
TABLE 30 - ANALYSIS OF THE ACTIVITY .................................................................................................. 82	  
TABLE 31 - ANALYSIS OF THE PLAYER PROFILE ....................................................................................... 83	  
TABLE 32 - ANALYSIS OF THE OBJECTIVES .............................................................................................. 85	  
TABLE 33 - PROPOSED OBJECTIVES FOR THE BEHAVIORAL GAME ............................................................ 86	  
TABLE 34 - ANALYSIS OF THE OUTCOMES ................................................................................................ 86	  
TABLE 35 - PROPOSED OUTCOMES FOR THE BEHAVIORAL GAME ............................................................. 87	  
TABLE 36 - ANALYSIS OF THE ACTIONS ................................................................................................... 88	  
TABLE 37 - PROPOSED ACTIONS FOR THE BEHAVIORAL GAME ................................................................. 89	  
TABLE 38 - ANALYSIS OF THE FEEDBACK ................................................................................................ 90	  
TABLE 39 - PROPOSED FEEDBACK FOR THE BEHAVIORAL GAME .............................................................. 91	  
TABLE 40 - ANALYSIS OF THE BLACK BOX ............................................................................................... 91	  
TABLE 41 - PROPOSED BLACK BOX FOR THE BEHAVIORAL GAME ............................................................ 92	  
TABLE 42 - ANALYSIS OF THE SKILLS ...................................................................................................... 93	  
TABLE 43 - PROPOSED SKILLS FOR THE BEHAVIORAL GAME .................................................................... 93	  
TABLE 44 - ANALYSIS OF THE RESISTANCE .............................................................................................. 94	  
TABLE 45 - ANALYSIS OF THE RESOURCES ............................................................................................... 96	  
TABLE 46 - ASSUMPTIONS UNDERLYING THE MODEL .............................................................................. 98	  



 1 

1 INTRODUCTION 
This chapter provides the reader with a background to the area of research, which 
brings about a problem discussion and research questions that seek to highlight areas 
in need of further research. 

1.1  Background 
The management of employees and of their performance has drawn attention since 
introduced by industrial engineers in the early 1900’s (Pulokos, 2009). The business 
environment has been changed significantly since then, not least through the increased 
globalization, but the management of performance yet remains a challenging topic for 
managers today (Cardy, 2004). 

A key ingredient of managing performance is fostering engagement among employees 
(Gruman & Saks, 2011). Studies suggest that organizations with highly engaged 
employees have greater return on assets, are more profitable, and have higher 
shareholder value (Macey, 2009). On the contrary, disengaged workers are costly for 
organizations, as Gallup reports that there were 17% actively disengaged workers in 
U.S. firms in 2010, which was assessed to cost organizations $370 billion in 
productivity loss. However, the explicit productivity loss is just one of the 
consequences among others (e.g. turnover, safety incidents, quality incidents and 
absenteeism) (Gallup, 2013), which boil down the question; how should organizations 
act to engage their employees? 

A pioneer concept in the field of engagement is the use of games in non-game 
contexts. Games and video games have been around for quite some time now, and 
they are found everywhere (Owens, 2012). As many as 99% of the teenagers in the 
western world are playing video games through various platforms such as computers, 
tablets and smartphones (Ibid.). However, the gaming appears to continue as the 
average American gamer is 35 years old (Ibid.), which indicates that games have 
become part of a larger demographic change and represent an increasing part of 
everyday life for an increasing amount of people. Games further influence peoples’ 
basic elements of motivation, such as achievement, competition, collaboration, 
learning and improvement, which makes it interesting for applications outside the 
conventional video games (Ibid.) and the concept of using game elements in non-
game contexts is commonly referred to as gamification (Gartner, 2011). 

Gamification may generally be considered a new phenomenon, but the concept has 
been used implicitly within various industries for a long time. Common applications 
are restaurants using happy hour (which is a type of positive effect linked to a specific 
time), airlines using frequent flyer programs (a point-based reward system for buying 
a specific service) or banks using levels of their credits cards (a hierarchical level 
system that create a sense of status). These applications are still, however, blunt 
applications in terms of gamification and can be further refined (Priebatsch, 2010).  

It is predicted that at least 70 percent of the Forbes Global 2000 businesses will have 
one or more gamified application by 2014 (Gartner, 2011). The concept is all about 
influencing the behaviour of people similar to the way games influence the behaviour 
of gamers. The Facebook based game Farmville for example forces millions of users 
to return to the game on a certain time to water or harvest their crops (Priebatsch, 
2010), and Gamification has proven to be successful in driving engagement across 
many industries such as education (Garris, Ahlers & Driskell, 2002), research and 
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development (Witt, Scheiner & Robra-Bissantz, 2011), and production (Korn, 2012). 
However, a structured approach of adapting the powerful forces of the gamification 
concept for different non-game contexts is still needed. 

1.2 Problem discussion 
People and the way they are managed are becoming a more potent part of an 
organization's competitive advantage (Pfeffer, 1994) and becomes even more 
interesting as authors (Grönroos, 2009; Heskett, Jonas, Loveman, Sasser & 
Schlesinger, 1994) stress that most service organizations evolve in a direction where 
frontline employees constitutes an increasingly important role in the creation of 
customer value. Authors even claim that managers of these organizations must 
acknowledge a new paradigm for satisfying customers and creating value, focused on 
achieving satisfied, loyal and productive employees, which thereby drives 
profitability (Heskett et al., 1994). Some authors (e.g. Kruse, 2012) go even further by 
claiming that employee satisfaction is not enough to build performing organizations, 
as employees must be engaged. Engaged employees are not just satisfied with their 
work, they are emotionally committed to their work, their organization and its goals 
(Kruse, 2012). Studies show that highly engaged employees perform 20 percent better 
and are 87 percent less likely to leave the organization, which indicates that employee 
engagement is linked to organizational performance (Lockwood, 2007). Further, 
organizations that are able to maintain high levels of employee engagement command 
a source of competitive advantage difficult for competitors to replicate (Aon Hewitt, 
2012; Lockwood, 2007). Achieving high levels of employee engagement, however, 
seems challenging for organizations as studies show that 42 percent of employees 
globally is considered somewhat or completely disengaged (Aon Hewitt, 2012). This 
indicates that organizations need support in improving their employee engagement, 
which makes it an interesting area to investigate further. 

Reeves and Read (2009) have identified two possible sources that may inhibit 
employee engagement, work that is too simple and work that is too difficult. Basis for 
this identification is the categorisation of work into transformational, transactional 
and tacit activities, described by McKinsey & Company (2005). Transformational 
activities, such as extracting raw materials or converting them into finished goods, 
accounts for a declining part of many western jobs and are shifting from developed to 
developing countries (McKinsey & Company, 2005). Transactional activities, such as 
interactions performed by people but generally in a routinely manner governed by 
rules, may eventually be automated based on the nature of the activity (but some some 
transactional activities will always require human interaction) (Ibid.). Tacit activities, 
such as complex non-routine tasks characterized by a high level of judgement and 
experiential knowledge, accounts for an increasing part of many western jobs (Ibid.). 
The disengagement, identified by Reeves & Reed (2009), derives from either the 
routine based, unstimulated and tedious transactional work (i.e. too simple work) or 
the ambiguous, complex and stressful tacit work (i.e. too difficult work). This 
indicates that more knowledge is needed on how transactional work activities can be 
made more challenging and how tacit work activities can be structured better to 
promote engagement among employees. 

Employee engagement can, in its most general sense, be described as a state of mind 
with both psychologically and behavioral facets involving energy, enthusiasm and 
focused effort (Macey & Schneider, 2008). This state of mind is related to what 
Csikszentmihalyi (1992) refers to as flow, a psychological state of mind characterized 
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by immersion, focus and enjoyment in the activity itself, and is achieved when the 
challenge faced is in direct parity with the perception of skill. Reeves and Reed 
(2009) further adds that engagement can be described as an emotional arousal, 
defined as a constantly changing state of readiness for acting and thinking. What both 
the mental state of flow and the feeling of emotional arousal have in common is that 
they are frequent outcomes of games (Reeves & Reed, 2009). 

Games have a powerful ability to captivate people by attracting interest, attention and, 
most interestingly, engagement (Reeves & Reed, 2009; Dignan, 2011). A central 
aspect of this captivation is that games are motivating. The motivations for why 
people focus so much attention to games is diverse, but a significant part of them is 
similar to those social and personal motivations generally driving any real-life 
behavior (Reeves & Reed, 2009). Social motivation is described as competition and 
socializing; the personal motivations are described as achievement, immersion and 
exploration (Ibid.). These motivations can be related to, and supported by, 
conventional theories that describe motivation as innate needs and drivers (Maslow, 
1943; Herzberg, 1968; Gagné, M. & Deci, L., E., 2005), motivation as conscious 
rationalization (Locke & Latham, 2002) or motivation as external influences 
governing human behavior (Watson, Thorndike, Pavlov & Skinner). This knowledge 
of how games are able to attract such interest, attention and engagement poses a 
question; how can they be used by organizations to engage employees and thereby 
increase competitiveness? 

A shared understanding in management literature is that high performing organization 
are those that successfully implements their strategy and attain their strategic 
objectives (Anthony, 2007), which is often carried out by the enterprise-wide 
management control system (Anthony, 2007; Cokins 2009). One central aspect of 
management control is the motivation of employees (Anthony, 1988; Lawler & Rhode, 
1976), which should be managed with the same precision as any other aspect of the 
business (Daniels, 1985) in order to enable employees to realize their full potential to 
the benefit of themselves and the organization (Daniels, 1985; Armstrong, 2000) by 
achieving alignment of individual and organizational goals (Armstrong, 2009). In 
order to do this, organizations deploy performance management systems that ensure 
that resources, in terms of guidance and support, are readily available for employees 
to develop their capabilities (Armstrong, 2009). Effective performance management 
tools, and particularly those under direct control of the employee, is important as 
studies (Watt & Hardis, 2010) suggest that employees proclivity to experience 
boredom (i.e. disengagement) is related to their perception of organizational support. 
In this sense, the process of performance management can be considered as one of the 
main vehicles for deploying any organizational change directly related to employees, 
and therefore constitute an appropriate starting point for an initiative that takes the 
benefits of games into the context of work, which Deterding, Dixon, Khaled and 
Nacke (2011) defines as gamification. In order to deploy a gamification initiative, 
however, one must understand which type of activities and situations that are 
appropriate applications. 

Dignan (2011) suggests that any activity that can be learned, measured, and rewarded 
or punished in a timely manner are potential applications for a gamification initiative. 
This, however, does not indicate in what type of situation a gamification initiative is 
favorable and thereby calls for further analysis. This can be done by utilizing a 
framework provided by Macintosh and Quattrone (2010) in which a specific type of 
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management control can be identified based on the level of uncertainty associated 
with the situation. Macintosh and Quattrone (2010) suggest that uncertainty is derived 
through the interaction between two conditions: knowledge of means and clarity of 
ends. As both management control and gamification is used for influencing and 
directing behavior (Anthony, 2007; Dignan, 2011) one can assume that they share the 
same principles as to how individuals are managed in different situations. Based on 
this assumption, the types of management control identified in the framework 
provided by Macintosh and Quattrone (2010) can be linked to the work activities 
described by McKinsey & Company (2005) and used to form the basis for an 
adaptation of the gamification model. 

1.3 Research problem and purpose 
Prior research provide evidence that engaged employees perform better on their 
respective jobs and are significantly less likely to leave the organization, compared to 
those employees that are disengaged at work. At the same time, evidence show that a 
large part of the global employment is considered somewhat or completely 
disengaged. This indicate that organizations find it challenging to achieve high levels 
of employee engagement and hence are in need of supporting methods for dealing 
with this issue. This issue constitutes the basis for this thesis, which objective is to 
explore whether aspects of games, an area shown to have an unparallelled ability to 
create engagement, can be combined with conventional methods used for governing 
organizations to engage employees, and thereby increase competitiveness. Based on 
this research problem the purpose of this thesis can be formulated as follows: 

RP: Provide knowledge of how organizations can use gamification, to engage 
employees, and thereby increase their competitiveness. 

In order to delineate the approach of the research and to establish a structure for this 
thesis this research problem has been digested into three distinctive research questions. 

1.4 Research questions 
In order to further clarify the scope of this thesis the research problem is condensed 
into three research questions (RQ’s) of which the last one is to be considered 
contingent upon the result of the two first RQ’s. Initially, it is important to explore 
whether the gamification concept can be supported by existing theory of motivation 
and subsequently combined with performance management. 

RQ1: How can gamification be combined with performance management to create a 
model for driving employee engagement? 

Then, it will be important to identify in what work situations a gamification initiative 
is most appropriately applied. This process will include a conceptual rationalization of 
how gamification could support transactional work activities and tacit work activities 
respectively and ultimately end with knowledge of which type work situation that is 
most appropriate for a gamification initiative. 

RQ2: How can a performance management model based on gamification be adapted 
to drive employee engagement in different work situations? 

Finally, if the two prior research questions can be answered in an adequate way it 
would be fruitful to adapt and evaluate the model in an organizational setting to 
identify possible benefits and concerns of the model. Therefore the last research 
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question will be left relatively open to enable alteration during the course of the thesis 
depending on the answer of the first two RQ’s.  

RQ3: How can a performance management model based on gamification be adapted 
to an organizational setting in order to drive employee engagement? 

As the research problem and the research questions has been identified and 
formulated the research approach is described in the next section. 

1.5 Research approach 
The purpose of this research is outlined in the previous section and is identified on the 
basis of the problem discussion. In order to achieve the objective of this thesis by 
fulfilling its purpose, three research questions has been posed, which guides and 
structures the research process. Yet, in order to answer these research questions, 
theoretical and empirical findings must be collected and elaborated on. Figure 1 
below outlines the link between these three research questions. 

 
Figure 1 - The research approach of this thesis 

The first RQ investigates whether gamification can be combined with performance 
management to drive employee engagement in a general work situation. This further 
provides basis for answering the second RQ, which investigates whether this model 
can be adapted to different work situations based on the appropriateness of the 
situation. Both research questions are answered on the basis of a literature review and 
require theoretical findings. When enough theoretical findings is discovered to enable 
a conclusion to be drawn, as to whether these two concepts can be combined to form a 
model for driving employee engagement, the third research question may be 
approached. Should RQ1 and RQ2 yield an adequate answer the third question may 
then be completed and further investigated. 

The third RQ would require empirical findings from an organizational setting in 
which a gamification initiative could be considered suitable. The empirical findings 
could be collected from professionals engaged in the selected organizational setting 
by using interviews, observations or other forms of qualitative information. This 
would enable an analysis of the theoretical findings from the first two research 
questions and the empirical findings discovered from the case study, which could be 
used to form a conclusion of how the model can be applied to an organizational 
setting to drive employee engagement. As the strategy for how the research purpose is 
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to be fulfilled, the next section presents a more detailed description of the course of 
action for this thesis. 

 
Figure 2 - The course of action for this thesis 

Figure 2 above outlines the course of action for how the research questions are to be 
answered and thereby how the purpose of the thesis is to be fulfilled. It can be 
considered as a general guide for the work of this thesis illustrating each major section 
required to reach its purpose. 

1.6 Methodology of literature review 
The research studies selected for this literature review are focused primarily on 
describing the concepts of gamification, performance management, motivation and 
organizational control, but also to describe how internal marketing and work 
engagement can be used to increase productivity at work. Four main databases were 
employed to search for relevant studies. The primary search engine were Luleå 
University of Technology (Primo) including the library, which was used together with 
the databases Scopus, Web of Science and Google Scholar. In selecting literature to 
review, the authors attempted to separate the research in that the literature on 
gamification was relatively current and no older than 5 years, as this area is evolving 
rapidly, while other literature were allowed to be older as they were assumed to be 
relatively timeless. Further, to select articles, several abstracts were reviewed in order 
to identify whether the article was relevant to include. This relevance was identified 
as whether the litterature could strengthen or bring opposing insights to the relatively 
young concept of gamification and further how to use it for driving employee 
engagement in work environments.  

The main keywords used in searching these databases were: performance 
management, gamification, motivation, work engagement, internal marketing and 
organizational control. After pairing these main keywords with additional keywords 
(management control, styles of control, game mechanics, game design, intrinsic 
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motivation, extrinsic motivation, flow, arousal and service profit chain) and searching 
the reference lists of those articles and books already found fifty-four articles and 
books were selected for review. The conditions for the literature study and the results 
are summarized in table 1 below. 

Table 1 - Summary of the methodology for the literature study 

Theoretical 
area 

Section Search words Database (number of 
books and articles found1) 

Selected articles 
and books 

Internal 
marketing 2.1 

“internal marketing” +  
“employee engagement” 
“service profit chain” 

Primo (965) 
Web of Science (87)  
Scopus (92)  
Google Scholar (7 113)  

4 pcs 

Work 
engagement 2.2 

“work engagement” 
“emotional arousal”  
”flow” 

Primo (3 498 098) 
Web of Science (964 382) 
Scopus: (1 473 644) 
Google Scholar: (5 538 390) 

8 pcs 

Performance 
management 2.3 

“performance 
management process” 
“performance 
management cycle” 

Primo (878) 
Web of Science (28) 
Scopus (247) 
Google Scholar (4 770) 

12 pcs 

Gamification 2.4 “gamification” 
 

Primo (424) 
Web of Science (11) 
Scopus (17) 
Google Scholar (2 470) 

13 pcs 

Motivation 2.5 
”motivation” 
“intrinsic motivation” 
“extrinsic motivation” 

Primo (730 245) 
Web of Science (62 941) 
Scopus (120 720) 
Google Scholar (2 534 400) 

12 pcs 

Organizational 
control 2.6 

“management control” 
“organizational control” 
“styles of control” 

Primo (36 797) 
Web of Science (1 546) 
Scopus (4 432) 
Google Scholar (258 292) 

5 pcs 

1.7 Disposition 
Chapter 2 elaborates on each of the six theoretical areas that have been included 
within the scope of the literature review. More specifically, each area is presented 
individually and in descriptive form to facilitate the structure of the review and to 
account for the authors’ approach to each theoretical area. 

Chapter 3 presents an analysis of the interconnection between the six theoretical areas 
presented in the literature review. This analysis will result in a model that can be used 
in an organizational setting to drive employee engagement (RQ1), and furthermore 
how it can be adapted to different work situations (RQ2). 

Chapter 4 provides the reader with an overview of the operational methodology for 
this thesis and further outlines the conditions for the case study. 

Chapter 5 presents the data that has been collected within the frame of this thesis. It 
includes the primary data that has been collected through interviews and observations.  

                                                
1 All books and articles were not reviewed. The strategy was to identify studies frequently referred to 
that could serve as a foundation for definitions and a representation of each theoretical area. 
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Chapter 6 presents an analysis in which the empirical findings presented in chapter 
five is compared to the theoretical information and findings presented in chapter two 
and three. 

Chapter 7 presents the findings and conclusions of this thesis, including answers to 
each research question in descending order. 

Chapter 8 presents a discussion based on this study together with a discussion and 
proposals for further research. 
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2 LITERATURE REVIEW 
This chapter provides an overview of the six theoretical areas that have been 
considered as basis for this research including internal marketing, work engagement, 
performance management, gamification, motivation, and organizational control. 

2.1 Internal marketing 
The marketing literature presents insights from an internal perspective on employees’ 
performance within service organisations. Gummesson (2004) argues that 
organisations must recognize the need of internal marketing, which Kotler (1994, 
p.170) defines as “the relationship between the company and the employees”. The 
emphasis in the review on internal marketing literature is based on the need for an 
internal orientation in order to facilitate production and consumption of services 
properly. The concepts presented below, service-profit chain and service climate, are 
all about deploying internal together with external measures along with adequate tools 
to frontline workers for service excellence. 

The service-profit chain, presented by Heskett, Jones, Loveman, Sasser and 
Schlesinger (1994) allows managers to take a new approach on how to manage 
businesses profitably by putting customer loyalty in the core. They suggest that the 
essence of how to accomplish the customer loyalty objective is derived from satisfied, 
loyal and productive employees. The employee satisfaction is proposed to be a result 
of internal enablers such as high-quality internal support services and policies, which 
enables employees to deliver value to customers. These internal enablers are, such as 
providing complete customer information files at the fingertips of employees 
immediately when receiving calls from customers, and professional training. The 
study also identifies a difference in profitability between businesses with low 
employee turnover (i.e. more profitable) compared to businesses with a high 
employee turnover (i.e. less profitable). This further depicts that loyal employees 
drives productivity and also promotes that productive employees drives customer 
value. Thus, the service-profit chain propose a causal relationship between the 
internal service quality, employee satisfaction, the retention and productivity of 
employees and in the long run the growth and profitability of the business through 
satisfied and loyal customers. (Ibid.) 

Heskett, Jones, Loveman, Sasser and Schlesingers (1994) study concludes that a new 
set of measures is needed in the service industry since the traditional measures mainly 
take costs such as recruiting, hiring and training into account but seldom the loss of 
employee productivity or decreased customer satisfaction (Ibid.). The measures that 
are proposed are in the field of customer satisfaction, the quantity of output, the 
quality of output and employee satisfaction. The measures on satisfaction, regardless 
if it is customer or employee satisfaction is proposed to be specific for each workplace, 
conducted comprehensively and frequently (Ibid.). These measures are also suggested 
for use beyond informing employees about their current performance, but also 
recommended to use as recognition of employees by publishing their current status of 
the measure (e.g. of the work unit). 

This approach to enhance growth and profitability highlights the importance of the 
relationship between the internal work environment, the employees’ productivity and 
satisfaction, which according to theory on the service-profit chain leads to profitable 
businesses (Ibid.). The research suggests that there are potential benefits for 
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businesses if managing the internal enablers and measuring employee satisfaction 
together with customer satisfaction appropriately. 

A more recent study by Hong, Liao, Hu and Jiang (2013) suggests that organisations 
should complement the proposed approach described above with a concept referred to 
as service climate. A service climate is an organizational climate fostering perceptions, 
practices, and procedures in organizations through rewarding, supporting and setting 
expectations (Schneider, 1990). Hong et al. (2013) provide a theoretical foundation 
for the connection between internal management of services and the actual 
performance. The basis for the service climate is adequate human resource and 
leadership practices. Where the human resource practices consist of communication 
of the strategic focus and establishment of a clear structure of support and rewards in 
relation to the organizations expectations (Bowen & Ostoff, 2004). The service 
climate promoting leadership is described as general positive and service-oriented 
(Hong et al., 2013). The leadership shall in summary be both inspiring in terms of 
being visionary and setting expectations, as well as being rewarding and recognizing 
performance (Ibid.). 

2.2 Work engagement 
Bakker (2009) identifies this challenge within organizations and suggests that 
organizations should start building engagement. Efforts are made to cut costs and 
redesign business processes, but Bakker (2009) proposes a new approach for creating 
differentiation and competitive advantage: building engagement, which is presented in 
the following section of the review. 

In the study of engagement, and work engagement in particular, researchers propose 
several definitions. One study (Bakker, Schaufeli, Leiter & Taris, 2008, p.188) 
suggests that work engagement is “characterized by a high level of energy and a 
strong identification with one’s work”. Another way of viewing work engagement is 
to consider it as an independent, distinct concept negatively related to burnout (i.e. 
long-term exhaustion and diminished interest) (Ibid.). In earlier studies, however, it 
was defined as “a positive, fulfilling, work-related state of mind that is characterized 
by vigor, dedication and absorption” (Schaufeli, Salanova, González-Roma & Bakker, 
2002, p.74). The authors will pursue the latter definition and in the following section, 
digest it into more comprehensible pieces. 

Bakker (2009) describes vigor as a state in which an individual perform work 
activities with a high level of energy and a high level of mental resilience. Dedication 
is described as having a high level of involvement in the work activities at hand 
together with a sense of significance, enthusiasm and challenge (Ibid.). Further, 
absorption is recognized as a state of full concentration and a feeling of being 
absorbed by the work itself (Ibid.). When feeling absorbed it is hard to separate 
oneself from the work activities and time is perceived to pass quickly (Ibid.). 

Bakker (2009) further explains that an engaged employee has a better on-job 
performance and describes four reasons for why engaged employees perform better: 
experience positive emotions, experience better health, create their own job and 
personal resources, and transfer engagement to others. An engaged employee 
experience positive emotions, such as happiness, joy and enthusiasm, which generally 
make employees more observant to opportunities, more outgoing and more helpful 
(Ibid.). The positive emotions further foster optimism and confidence (Cropanzano & 
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Wright, 2001). An engaged employee also experience better health, which means that 
the worker is able to perform sustainably over time (Bakker, 2009). Moreover, an 
engaged worker creates their own job and personal resources (e.g. feedback and self-
efficacy) that help the worker to fuel his or her engagement in the future (Ibid.) and an 
engaged employee transfer engagement to others. This transfer of engagement can be 
described as a transfer of positive or negative experiences (Westman, 2011), hence 
team performance is increased as team members transfer their positive or negative 
experiences between each other.  

The definition of work engagement provided by Schaufeli et al. (2002) describes the 
engaged employee as performing the work with a high level of energy, involvement 
and with full concentration, and a feeling of absorption in the work itself. This 
description of work engagement, the latter part in particular, resembles many aspects 
of what Csikszentmihalyi (1992) would refer to as flow, or the optimal experience. 

2.2.1 Flow 
The psychological term flow, coined by Csikszentmihalyi (1992), is an adjacent 
concept in the study of employee engagement and performance and is a relevant 
complement to the discussion of work engagement above. According to 
Csikszentmihalyi (1992), flow is a mental state of mind in which a person performing 
an activity is fully immersed in a feeling of energized focus, full involvement and 
enjoyment in the activity itself. In essence, the state of flow is characterized by a high 
level of engagement, where nothing else matters and the experience are so pleasurable 
that people participate solely because of the activity itself (Csikszentmihalyi, 1992). A 
person experiencing flow is not motivated or concerned with any potential outcome of 
the activity, but instead the intrinsic reward that is generated by engaging in the 
activity itself. A key feature of flow, and to receive this intrinsic reward, is to 
accomplish something difficult for which one has the adequate skills for completing 
(Ibid.). Csikszentmihalyi (1992) have identified nine dimensions of the flow 
experience, applicable across cultures, gender, age and economic status, that all 
contribute to the mental state of flow. (1) There must be clear goals and (2) immediate 
feedback. To get into the flow state, one needs to know what to do and have a good 
picture of the current performance. Further, the activity at the core of the flow state 
must be (3) in balance with a person’s skills, although more challenging than an 
average day-to-day activity. Another dimension of flow is the feeling that (4) one’s 
awareness is merged with the activity, meaning that it is hard to think of anything else 
as (5) distraction is excluded. In a sense, our (6) self-consciousness is reduced or even 
absent. While our conscious is fully engaged with the activity, it is common to 
experience that (7) time flies. Csikszentmihalyi (1992) also suggests that people in the 
flow state are (8) in control of the outcome, hence, are not afraid of the potential risks 
associated with it. Lastly, people experiencing flow are (9) autotelic, meaning that 
they are intrinsically motivated with a sense of purpose and enjoyment as they take on 
new challenges. (Ibid.) 

The state of flow is a desirable concept for various industries for the above-mentioned 
reasons and could play an important role in the creation of satisfying and engaging 
workplaces. Csikszentmihalyi (2004) introduces the idea of achieving flow in the 
workplace and refer to it as “good work”, which is described, as doing one’s best 
while at the same time contributing to something beyond oneself. In the more recent 
contribution to the science of flow Csikszentmihalyi (2004) emphasize three 
conditions for achieving flow at work: clear goals, immediate feedback and balance 
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between challenge and capacity. The activities that organizations employ in order to 
achieve what Csikszentmihalyi (2004) would refer to as “good work” can be included 
in the practise of performance management. 

2.3 Performance management 
Performance management can be described as an enterprise-wide framework for 
managing organizational performance (Cokins, 2009), sharing the same issues and 
concerns as management control (Otley, 2003). This primarily involves 
implementation of organizational strategies by aligning the goals of the individuals 
with the goals of the organization (Anthony & Govindarajan, 2007). Performance 
management can, however, also be described as an important process of human 
resource management that provides a basis for improvement and development of the 
performance of people (Armstrong, 2009). These two concepts have a conflicting 
terminology, whereupon the authors of this thesis will refer to the former concept as 
management control and let the latter concept be left intact and further referred to as 
performance management in the following section of the review.  

The concept of performance management can be described as an integrated process 
that combines goal-setting, performance evaluation and development into a coherent 
framework specifically aimed to align individual performance goals with the 
organization’s strategic objectives (Dessler, 2005; Williams, 2002). This is 
underpinned by the assumption that sustained organizational success is achieved 
through a strategic and integrated approach to performance by developing both 
individuals and teams (Arnold, 2009). Performance management encompass both the 
larger issues facing the business and its long-term direction in terms of strategic goals 
in order for the organization to function effectively in its environment (Armstrong, 
2000). Further, performance management is integrated in four senses, (1) vertical 
integration, the process of aligning business, team and individual goals, (2) functional 
integration the process of aligning functional strategies among different parts of the 
business, (3) human resource integration, the alignment of different human resource 
aspects, such as organizational and individual development, to achieve a unified 
approach to the management of people’s development, and the (4) integration of 
human needs, to those of the organization, as far as possible (Ibid.). 

The overall purpose of performance management can be described as to develop the 
capabilities of people to meet and exceed expectations and to reach their full potential 
to the benefit of both themselves and the organization (Armstrong, 2009; Daniels, 
1985). Apart from providing basis for self-development, an important aspect of 
performance management is also to ensure that resources, in terms of guidance and 
support, is readily available for the people in order to develop (Armstrong, 2009). The 
performance management process includes five elements: agreement, measurement, 
feedback, positive reinforcement and dialogue (Armstrong, 2009), each will be further 
elaborated below. 

Central to the performance management process is agreement, which refers to the 
notion of partnership and shared understanding between managers and individuals of 
the best way of collaborating to achieve the required results (Armstrong, 2009). This 
relies on the principle of managing by contract rather than by command (Ibid.) and is 
in line with the principle of managing by integration and self-control (McGregor, 
1957). 
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To be able to effectively improve anything on a consistent, repeatable basis, one 
needs to measure it (Daniels, 1985). Another important aspect of performance 
management is therefore the measurement of outcomes (Armstrong, 2009), which is a 
fundamental requirement for any form of improvement on a consistent and repeatable 
basis (Daniels, 1985). Measurement, in this sense, is accomplished by comparing 
actual performance with the expected performance stated as objectives (Armstrong, 
2009; Daniels, 1985), which relies on the principle of managing by objectives 
(Drucker, 1954). The measurement is focused on targets, standards and performance 
indicators and based on the agreement upon requirements, goals, performance 
improvements and individual development plans (Armstrong, 2009).  

Measurement further enables feedback, which is a key component of performance 
management and allows people to monitor their performance and, if necessary, take 
corrective action and improve their performance (Armstrong, 1993; Daniels, 1985). In 
this sense, feedback is described as information about an employee’s performance that 
enables him or her to improve performance (Daniels, 1985). Performance 
management has less focus on retrospective performance appraisal (Armstrong, 2009) 
and more emphasis on facilitating employees’ ability to plan for how they are going to 
reach their future goals (Armstrong, 1993). The primary purpose of feedback is 
development, of both individuals and teams, but also to constitute basis for rewards 
and identification of opportunities for growth (Armstrong, 2009). Measurement and 
feedback further creates opportunities for positive reinforcement (Daniels, 1985). 

Positive reinforcement is provided as means for supporting a behavior that leads to 
improved performance and should be delivered as quickly as possible after the 
recognition of the behavior has been identified (Armstrong, 1993; Daniels, 1985). As 
performance management is considered a continuous process, recognition and 
immediate reinforcement, should be used whenever appropriate to increase 
performance or the frequency of a beneficial behavior (Armstrong, 1993; Daniels, 
1985). Daniels (1985) suggests that positive reinforcement, as opposed to negative 
reinforcement (i.e. discouraging a behavior that leads to impaired performance), by 
far is the most effective way of improving the long-term performance of employees. 

The continuous measurement of delivered performance provides basis for a 
continuous dialogue about performance (Armstrong, 2009). This dialogue involves a 
joint and continuous review of achievements in relation to goals, requirements and 
individual development plans (Ibid.). 

These five elements of the performance management process take the form of an 
ongoing self-renewing cycle referred to as the performance management cycle 
(Armstrong, 2009). These elements and the activities that they contribute to should be 
considered as no more than a framework for how managers, individuals and teams 
collaborate most appropriately in improving the understanding of what is to be done, 
how it is to be done and what has been achieved (Ibid.). 

2.3.1 The performance management cycle 
The performance management cycle comprises three components: performance and 
development agreements, managing performance throughout the year, and 
performance review and assessment (Armstrong, 2009). The model is outlined in 
figure 3 and further elaborated below. 
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Figure 3 - The Performance Management Cycle (Armstrong, 2009) 

2.3.1.1 Performance and development agreement 
Performance and development agreements are the basis for development, assessment 
and feedback in the performance management process, and define the expected results 
(i.e. key result areas) and competencies required for effective performance 
(Armstrong, 2009). These expectations are combined into a role profile, with role 
requirements, and provide the basis for agreeing on objectives, the methods for 
measuring performance and the assessment of the degree of competency reached. This 
stage may also include any necessary performance improvement plan or personal 
development plan, which not only explains what employees are expected to do but 
also what kind of support they will receive from their manager. The performance and 
development agreements include five components: the role profile, objectives, 
measuring, performance planning and personal development planning. The role 
profile is a definition of what outcomes, accountabilities and competencies that are 
expected for a specific role, where outcomes, often are expressed as key result areas, 
in this sense refer to elements of the role where specific outputs and standards can be 
defined. The objectives or goals are a description of what has to be accomplished, 
often built around the SMART criteria. Important in the agreement of objectives is to 
clarify how to identify when the objective has been attained. The measuring refers to 
the agreement of how the outcome of performance is to be measured and further 
compared to the expected outcome. The performance planning refers to an agreement 
of what has to be done to achieve objectives, improve performance and develop 
competencies but also includes a set of priorities of which key aspects of the job that 
has to be focused on. The purpose is to ensure an understanding of the meaning 
behind objectives, performance standards and competencies, and how they apply to 
everyday work. The personal development plan is an individual action plan for how 
employees are to develop within the organization. The action plan may cover formal 
training but also a wider range of learning and development activities, such as self-
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managed learning, project work, job enlargement and job enrichment. (Armstrong, 
2009) 

2.3.1.2 Managing performance throughout the year 
An important aspect of performance management is that it is a continuous process that 
requires effective everyday management, such as setting directions, monitoring and 
measuring performance and taking necessary actions. Hence, performance 
management should not to be considered by managers as something beyond their 
usual management practices but rather incorporated as a natural function to carry out. 
This approach is therefore considered to be different to systems that tend to circulate 
around annual events, such as the formal review, where primary focus is on past 
performance. Further, to achieve sustained organizational success, top managers must 
recognize performance management as vital by actively supporting and encouraging 
the establishment and maintenance of a performance management culture. The 
framework of performance management, as presented in this way, may be used for 
training newly appointed managers in this key area of responsibility, or to improve the 
performance of current managers that are deficient in this respect. (Armstrong, 2009) 

2.3.1.3 Performance review and assessment 
Although performance management should be considered a continuous process it is 
still necessary to have a few, more extensive reviews that can provide a focal point for 
the evaluation of key performance and developmental issues. The five primary 
performance management elements should form the basis for this review, which are 
part of the same process of setting performance and development agreements, thereby 
closing the performance management cycle. The review should be clear and 
constructive, focused on the improvement of future performance by resolving 
potential problems in meeting performance standards and achieving objectives. 
Further, this formal review of performance should not contain any surprises, as any 
performance issue should be dealt with as they appear during the year. (Armstrong, 
2009) 

According to Armstrong (2009), performance management differs from other 
appraisal systems in that the performance process is more concerned about future 
performance. In this sense, there is more focus on what employees need to do in order 
for them to reach the purpose of their job, to constantly challenge themselves and to 
make better use of their knowledge, skills and abilities (Armstrong, 2009). 

2.3.2 Performance management and work engagement 
As noted previously, Armstrong (2009) describes the purpose of performance 
management as to provide a base for increasing individual performance, which 
Bakker (2009) explains could be achieved by better employee engagement. Therefore, 
it is relevant to explore whether the underlying principles that lead to work 
engagement, described by Schaufeli et al (2002), could be combined with the 
principles of performance management to create a model for driving employee 
engagement and thereby performance. In order to do this it is relevant to study an area 
that is naturally engaging and described by authors (Reeves & Reed, 2009; Dignan, 
2011) as having a powerful ability to attract interest and attention over time. Such an 
area is the study of games. 
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2.4 Gamification 
What Schaufeli et al. (2002) refer to as work engagement is a business concept for 
employees experiencing a positive, fulfilling, work-related state of mind, and are 
highly sought after by organizations for reasons mentioned previously. In their strive 
for enhancing employee engagement, managers have taken notice of the powerful 
abilities that games have in engaging their users and have started to apply game 
elements to business, that is non-game, contexts (Gartner, 2011). This concept is 
referred to as gamification and is found in various applications, such as productivity, 
finance, education, health and sustainability (Deterding et al., 2011). The industry 
uses of the term gamification tend to fluctuate between two related concepts. The first 
refers to the increasing adoption, institutionalization and ubiquity of games in 
everyday life (Helgason, 2010; Schell, 2010; Chatfield, 2011). The second notion is 
that video games are designed with the primary purpose of entertainment, and since 
they demonstrably have the power to motivate users to engage them with a 
remarkable intensity and duration, game elements should be able to make other, non-
game activities more enjoyable and engaging as well (Flatla, Gutwin, Nacke, Bateman 
& Mandryk, 2011; Zicherman & Cunningham, 2011). The authors will pursue the 
latter notion and define gamification as: “...the use of game thinking and game 
mechanics in a non-game context in order to engage users and solve problems” 
(Zicherman & Cunningham, 2011, p.xiv). However, as the term gamification may 
potentially cause misdirected associations the authors find it necessary to situate 
gamification in its proper context by providing a perspective of how the concept of 
games differentiate from the concept of play. 

2.4.1 Difference between games and play 
In order to eliminate the possible confusion between the concept of play and the 
concept of games, this section seeks to define each of these concepts and highlight the 
difference between them. The most comprehensive description of the concept of play, 
provided by Huizinga (1950), describe it as: 

A free activity standing quite consciously outside “ordinary” life as being “not 
serious” but at the same time absorbing the player intensely and utterly. It is an 
activity connected with no material interest, and no profit can be gained by it. It 
proceeds within its own proper boundaries of time and space according to fixed rules 
and in an orderly manner. It promotes the formation of social groupings that tend to 
surround themselves with secrecy and to stress the difference from the common 
world by disguise or other means. (p. 13) 

Thus, this definition describes play as a voluntary, intrinsically motivating activity 
that is separated from any ordinary life obligation. It takes place within a given set of 
boundaries and can be associated with recreational pleasure and enjoyment. Play, 
according to this definition, is different from games in that it does not contain any 
form of structure and goal-orientation. 

However, as presented by Juul (2003), Huizinga’s definition of play could be viewed 
as the foundation for approaching a definition of the concept of games, which have 
developed through several definitional phases (Caillois, 1961; Avedon & Sutton 
Smith, 1971; Suits, 1978;; Crawford, 1982; Kelley, 1988; Salen & Zimmerman, 2003). 
The most recent and comprehensive definition, and thereby most relevant for this 
thesis, however, is the one presented by Juul (2003): 
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A game is a rule-based formal system with a variable and quantifiable outcome, 
where different outcomes are assigned different values, the player exerts effort in 
order to influence the outcome, the player feels attached to the outcome, and the 
consequences of the activity are optional and negotiable. (p. 5) 

The emphasis in this definition of a game, which also address the main differences 
from play, is structure, in that games include a clear state of rules and competition, 
and goal orientation, in that players put effort into reaching a quantifiable outcome. 
An imperative feature common for both of these concepts is that participation should 
be by volition and not by force (Reeves & Reed, 2009; Dignan, 2011). These game 
characteristics are outlined in figure 4 below. 

 
Figure 4 - Characteristics of a game (Dignan, 2011) 

2.4.1.1 Behavioral games 
The definition of a game provided by Juul (2003) is applicable to a wide range of 
settings, such as sports, video games or tabletop games. This requires a narrower 
definition of the type of games referred to within the area of gamification. Dignan 
(2011) have introduced the term behavioral game2 to describe games that make any 
everyday activity more engaging and conductive to learning by applying a layer of 
game elements around it. A behavioral game is described as “... a real world activity 
modified by a system of skills-based play” (Dignan, 2011, p.81). The following 
section will elaborate on the components that constitute a behavioral game and also 
introduce its building blocks, further referred to as game elements.  

2.4.2 The Game Frame - A Framework for designing behavioral games 
When a layer of game elements have been intentionally applied to a non-game 
activity, the activity can, according to Dignan (2011), be considered a behavioral 
game. Dignan (2011) have proposed a framework for designing and understanding 
such a behavioral game, and refer to it as the Game Frame. The framework comprises 
ten interrelated components, which in its entirety forms a behavioral game and an 
engaging experience (Dignan, 2011). The framework is outlined in figure 5 below. 

 

                                                
2 Note that this concept is separated from the terminology used within the study of mathematical 
models and strategic decision-making, referred to as game theory or decision theory. 
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Figure 5 - The Game Frame (Dignan, 2011) 

2.4.2.1 The outer layer 
The outer layer of the framework includes four components: activity, player profile, 
objectives and outcomes, outlined in figure 6 below. 

 
Figure 6 - The outer layer 

The activity refers to the non-game endeavor that the behavioral game is to be built 
around, and can be considered as the bottom plate of the game. Selecting the activity 
is equal to setting the focus on what kind of behavior users are to perform better, 
differently, or more frequently (e.g. studying, exercising, painting or brainstorming). 
To be successful with the incorporation of a behavioral game certain criterions are 
proposed to be fulfilled. The user must be able to assimilate skills and there must be 
potential for long-term engagement within the activity. If there are no new skills to 
master, a behavioral game is not suggested to be used, and likewise, if there are no 
long-term engagement potential. One approach for identifying if a behavioral game is 
applicable for the activity at hand is to identify whether it is possible to become an 
expert of the activity, which indicates that there are skills to be identified. When 
considering a behavioral game as a solution for making an activity more engaging and 
conductive to learning it is also vital to identify what people regard as fun and boring 
with the activity, as it is important to make the activity more appealing. (Dignan, 
2011) 
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The objectives of a behavioral game are the goals that dictate the direction of effort 
(Dignan, 2011). Objectives are divided into long-term goals, as a way of determining 
if and when the game has been won, and short-term goals, as a way of providing 
smaller achievements along the way (Ibid.). The long-term goals provide the users 
with purpose for what they are to accomplish and the short-term goals provide 
ongoing reward and motivation for staying on track (Ibid.). Further, long-term goals 
can be used as vehicles for carrying narrative context (Dignan, 2011), which can 
facilitate an understanding for how an individual user’s activity fits in the larger 
picture, thereby creating meaning and engagement (Reeves & Reed 2009). When 
settling for long- and short-term objectives Dignan (2011) suggest that they shall be 
designed so that they foremost are inspiring and exciting for the users in comparison 
to offer fully correct descriptions.    

The player profile in a behavioral game refers to the trait-based description of the 
users engaged in the game. As the purpose of the game is to influence the behavior of 
specific users, the player profile provides information for producing two key 
variables: drivers and symptoms. Drivers are psychological characteristics that 
contribute to an understanding of which game elements that will most likely motivate 
the users. Drivers are categorized into four dyads for evaluating users, where each 
dyad represents a continuum between two drivers. Every user can be identified as 
leaning towards one end of these dyads, which provide information of what game 
elements that are appropriate for the behavioral game. If there are many users (users 
representing all the extremities) the behavioral game is suggested to be designed in a 
broad manner. (Dignan, 2011) The dyads are described in table 2 below: 

Table 2 - Perdonality dyads (Dignan, 2011) 

The outcomes refer to the results, or consequences, that occur during the pursuit of the 
long-term goal of a behavioral game. Results are either positive, such as gaining 
another level for good performance (further described in 2.4.2.3), or negative, such as 
starting over as a result of poor performance. Outcomes provide the user with a 
moment of reflection as they mark an important culmination of more frequent 
feedback that users are constantly receiving. (Dignan, 2011) 

2.4.2.2 The skill cycle 
The skill cycle of the Game Frame comprises six components: actions, feedback, the 
black box, skills, resistance and resources. The skill cycle can be described as a round 

Continuum of motivation Description 

Achievement 
(of goals) 

Enjoyment 
(of experience) 

This indicates how users evaluate the 
experience, whether users tend to value the 
outcome or the process itself. 

Structure 
(and guidance) 

Freedom 
(to explore) 

This provides an indication of the users 
preferred learning style, if they want to 
acquire skills by instruction or by figuring 
them out for themselves.  

Control 
(of others) 

Acceptance 
(of others) 

This indicates the users approach to power, 
whether they receive it by commanding 
others or connecting with the community. 

Self-interest 
(in actions) 

Social interest 
(in actions) 

This indicates how users perceive success, if 
it is through their own progression or the 
overall progress. 
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in a game in which focus is on learning and development of those skills that constitute 
basis for the skill cycle. The round can be further described as a time period, which is 
adapted according to the nature of the activity itself, meaning that a skill cycle can last 
between anything from seconds to years. (Dignan, 2011)  

The skill cycle requires an interaction between the six components, which is outlined 
figure 7 and 8 below, also referred to as the inner layer and the core. 

 
Figure 7 - The skill cycle (inner layer) 

Actions refer to the available moves that users can choose within a behavioral game. 
Actions further indicate what users are allowed to do as well as when, where and how 
these moves are available. They also include decision-making and choices. Whereas 
actions are typically considered additive (i.e. do more work), decisions can be either 
additive or negative (i.e. decide to start or stop working out). (Dignan, 2011) 

Feedback is a response delivered by the system as a consequence of a user’s action in 
a behavioral game. The feedback can be received in many forms, ranging from data 
and information to auditory stimulation, and is a way of clarifying the effect of an 
action within a behavioral game. As feedback is the primary method for evaluating 
performance it is closely linked to the sense of self-efficacy, which means that good 
feedback result in a better confidence in users ability to achieve objectives. This also 
triggers motivation, as users that experience a pattern of positive feedback are more 
likely to continue. Feedback is considered a fundamental element in the process of 
learning and making sense of things. (Dignan, 2011) 

The black box refer to the engine that orchestrates the rules within a behavioral game 
and can take the form of a computer program, document or in the mind of the game 
designer depending on the nature of the game. The central aspect of the black box is 
that it contains all the information governing the interplay between actions and 
feedback, which enables it to manage all possible if-then scenarios (e.g. the written 
instructions that come with a board game). (Dignan, 2011)  

As the black box closes the circle of the outer layer the following sections will further 
elaborate the core of the skill cycle, outlined in figure 8 below. 
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Figure 8 - The skill cycle (core) 

Skills refer to the specialized abilities that users can put to use, but most importantly 
learn and develop during the course of the game. There are many different types of 
skills but they can be divided into three categories: physical skills, such as skiing or 
running, mental skills, such as memory or spatial logic, or social skills, such as 
presentation or conversation. A behavioral game should ensure that these skills are 
developed and found useful throughout the game so that any improvement in the 
ability unlocks features and experiences that users desire. The skills are important for 
the behavioral game, as it is the basis for the game itself. (Dignan, 2011) 

The resistance represents a force of opposition within the behavioral game that 
creates tension. Resistance prevents the user from predicting the outcome by 
introducing elements of uncertainty, which are key properties for creating an engaging 
experience. Two conventional forms of resistance is chance, by exposing users to 
unpredictable circumstances, and competition, by making users clash over common 
desires. (Dignan, 2011) 

Resources refer to the wide range of spaces and supplies that users use, or have the 
ability to acquire, in a behavioral game. Resources can be physical goods or spaces, 
such as pieces, cards, boards or balls but also virtual, such as a virtual currency. 
Common for these resources is that they all have specific attributes (what they can do 
and what can be done with them), and states (i.e. active or inactive). (Dignan, 2011) 

As the ten components that constitute the framework has been presented individually, 
but as Dignan (2011) emphasizes, it is important to understand the interconnection of 
all components. A good behavioral game creates an experience that engages, 
motivates, encourages, challenges and rewards users by linking these ten components 
effectively (Dignan, 2011). As these components are understood the next section will 
introduce more detailed elements for how a behavioral game can be constructed, these 
elements are referred to as game elements. 

2.4.2.3 Game elements 
According to Dignan (2011), behavioral games (i.e. the ten components described 
above) are constructed out of nineteen distinct game elements. These game elements 
are simple but powerful key parts in the process of designing a behavioral game 
(Dignan, 2011). These game elements have different characteristics and applications 
and will be further described in table 3 below. 
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Table 3 - Game elements and their respective function (Dignan, 2011) 

Game element: Description: Function: 

Targets 

A target is a fixed goal that can be either spatial, such as a goal 
cage or a basketball hoop, or quantifiable, such as a predetermined 
revenue goal or a speed record. Targets can be both short-term and 
long-term and tend to be more concrete than general goals. Targets 
is important as they provide aim for an activity, thereby reducing 
confusion, but also offer the user a clear idea of what performance 
is, which provide the user with purpose. 

Provide aim and 
reduce confusion. 
Defines 
performance and 
provide purpose. 

Competition 

Competition is the basis for many games and tends to result in a 
distinct feeling of motivation and aggression. It occurs whenever 
several parts rival over common desires. Competition further 
provides a clear view of what it means to win, thereby increasing 
the intensity of the activity itself. Competition can also be used to 
create or maintain a benchmark of quality and success. 

Clarifies 
requirement for 
winning and 
creates intensity. 

Chance 

Chance is an element that is implemented by providing a system 
with randomness and probability. Chance will reduce the risk of 
predictability and boredom, which otherwise would prevent the 
user from obtaining flow. Chance is further beneficial because a 
system that is less predictable will also increases the alertness of 
the user.  

Reduces boredom 
and increases 
alertness. 

Time pressure 

Time is an element that can be used as a form of feedback or 
resource in a game, but often constitutes a form of resistance. It is 
used to regulate the level of urgency within a game. Time pressure 
can also be used to set the pace of the game and regulate the 
momentum, thereby providing the user with an aim. 

Sets the pace of 
the game and 
regulates 
momentum. 

Scarcity 

Scarcity is an element that regulates the availability of valuable 
resources and forces users to make careful choices over the 
resources they command. Scarcity can be used to increase the level 
of difficulty within a game and thereby facilitate flow. 

Increases level of 
difficulty and 
thereby facilitates 
flow. 

Puzzles 

The puzzles element provides the users with problems to solve, 
which have a predetermined solution. They come in many forms, 
such as mazes or patterns, but their common element is the 
existence of a solution, realization, prediction or understanding. 
Puzzles are used to create engagement by satisfying our desire to 
grow and learn. Further, they provide ability for structured 
discovery, thereby motivation to continue deeper into the game. 

Enables 
structured 
discovery and 
motivation to 
continue 
exploring. 

Novelty 

Novelty is an element that refers to the presence of anything new, 
or changes of any current state, in terms of processes, activities or 
resources. Novelty can be used to prevent boredom, as present a 
new set of challenges that in turn facilitates the pursuit of flow. 

Prevent boredom 
and offer new 
challenges that 
facilitate flow. 

Levels 

Levels are graduated hierarchical domains of the game that 
signifies ability and access. They require qualifications to move 
between and each new level offer new challenges, abilities and 
contents to explore. Levels provide direction for growth and 
development, and logic for how skills are acquired. 

Provides 
direction for 
growth and logic 
for how skills are 
acquired. 

Social pressure 

Social pressure is an element that represents the influence exerted 
by peer users. This creates an awareness of what is expected of the 
users involved. Social pressure provides users with obligations and 
a sense of belonging, a pressure to meet the expectations of the 
group. 

Provides 
obligations, 
belonging and 
pressure to meet 
expectations. 
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Teamwork 

Teamwork is an element that requires more than one user to work 
together in order to achieve a common goal. Teamwork is used to 
promote collaboration and faster learning, as team members help 
guiding peers’ growth, therefore making users less reliant on the 
system alone to guide thoughts and actions. 

Used to promote 
collaboration and 
faster learning.  

Currency 

Currency is a form of medium for setting value and to enable 
trading of goods and services within the game. Currency enables 
business and provides an important mechanism for earning, buying 
and trading. 

Enables business 
and provides a 
mechanism for 
earning and 
trading. 

Renewal 

Renewal is an element that refers to the process of replenishment. 
Typical things to be replenished are the number of trials, lives or 
any other form of resource within the game. Renewal is a feature 
that ensures that mistakes are allowed and enables users to learn 
through trial-and-error. 

Ensures that 
mistakes are 
allowed and 
enables learning 
by trial-and-error. 

Forced 
decisions 

Forced decisions refer to situations where a choice, often between 
several clear options, has to be made in order to continue 
performing an activity. Forced decisions are a fundamental feature 
that grants the user an ability to control the game. 

A fundamental 
feature that grant 
the user an ability 
to control the 
game. 

Data 

Data is an element that refers to the visible information available to 
the user. Data supports decision making and can be used to direct 
user behavior. Data is used to reduce confusion by providing 
information of the current status in a system and further increase 
the user’s sense of control. 

Reduce confusion 
by providing 
status in a system. 
Increase the sense 
of control. 

Progress 

Progress is a form of feedback that indicates a user’s progress 
throughout a defined process or path. It often appears as a graphical 
bar showing granular progress towards a predetermined goal, 
thereby providing a clear view of where the user stands in relation 
to this goal. 

Provide a clear 
view of where the 
user stands in 
relation to a 
predefined goal.  

Points 

Points are a specialized, quantifiable data that is used for measuring 
and rewarding performance within a game. Points provide users 
with an understanding of what is valued by the system and are used 
to assign value to individual activities and to amplify or enable 
other elements, such as currency, levels and competition. 

Assigns value and 
amplifies other 
elements (e.g. 
currency and 
levels). 

Sensation 

Sensation refers to elements that create physical intensity, and 
thereby triggering the release of endorphins and a pleasurable state 
of arousal. Sensation provides the user with a richer experience that 
promotes emotional arousal and engagement. 

Provides a richer 
experience and 
promotes arousal 
and engagement. 

Recognition 

Recognition refers to the acknowledgement that conveys a specific 
achievement. Central to this element is that it is given publicly so 
that it can be shared and recognized by other users. Recognition is 
used to create a sense of social belonging and motivation, as it 
increases a user’s status within a social setting. 

Creates a sense of 
social belonging 
and motivation, 
and increases 
status. 

Status 

Status is an element manifesting power and respect within the 
game. It is often applied in the form of ranks, classes or hierarchical 
features. Status provides users with a clear view of the roles of 
authority and to increase the spread of knowledge, as more 
experienced users are recognizable. 

Provides a clear 
view of the roles 
of authority, 
recognizes 
knowledge. 
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2.5 Motivation 
Motivation can be arranged in psychology as an area that attempts to explain why 
people behave in a certain manner (Hume, 1995), and it serves as an essential 
platform for elaboration on to the game elements. The study of motivation generally 
includes research in two different aspects of behavior. Firstly, motivation involves the 
study of influences that cause humans to act in a specific way, the direction of 
behavior (Ibid.). Secondly, motivation involves the study of intensity or strength of a 
specific behavior (Ibid.). The study of motivation covers a vast range of theories, 
which are often conflicting and sometimes even contradictory (Ibid.). This section 
introduces theories on motivation that are relevant for a workplace situation, an area 
recognized as employee motivation. Employee motivation is essential for any 
organizations that seek to fulfill its goals and objectives, and should therefore be 
adequately accounted for in the overall business strategy and managerial policies to 
guarantee high levels of employee performance and engagement (Hume, 1995). 

For practical reasons, two types of motivation is distinguished and described: intrinsic 
motivation and extrinsic motivation. Intrinsic motivators are independent of 
reinforcements, which mean that these behaviors take place without rewards other 
than internal rewards associated with enjoyment and experience (Rigby, Deci, Patrick 
& Ryan, 1992). Extrinsic motivators are instrumental and caused by external rewards 
(Ibid.) and parts of the science on extrinsic motivation focuses on how to internalize 
these extrinsic motivators, which is further described below. 

2.5.1 Intrinsic and extrinsic motivation 
The intrinsic motivators are recognized as self-determined (Ibid.), which implies that 
individuals are intrinsically motivated purely because the activity is interesting and 
drive spontaneous satisfaction (Gagné & Leci, 2005). According to self-determination 
theory (SDT) intrinsic motivation can be described, as the fulfillment of three basic 
psychological needs (relatedness, competence and autonomy) (Ibid.). This means that 
organizations having work environments fostering satisfaction of these three needs are 
likely to successfully promote intrinsic motivation according to Gagné and Leci 
(2005). However, individuals can become intrinsically motivated either by being 
driven purely from inside or by internalizing extrinsic motivators at work (Ibid.) and 
this internalization of extrinsic motivators can be boosted by through adequate 
facilitation according to Gagné and Leci’s summary (2005). Their summary suggests 
that autonomy is the most important need and that factors such as choice, meaningful 
positive feedback and the interpersonal climate within the organization positively can 
affect autonomy positively. 

While autonomy is the key for intrinsic motivation (Gagné & Leci, 2005), control is 
the key for extrinsic motivation (Ibid.). This controlled motivation can be described as 
being obligated or at least feel an external pressure in favor of certain actions (Ibid.). 
In general the nature of these actions demands an extrinsic reward (or punishment) in 
order to motivate a person to take action or being able to enforce regulations, such as 
a manager observing an employee (Ibid.). This extrinsic motivation can be 
internalized as introduced above.     

2.5.2 Goal setting theory 
In relation to work engagement the theories on different types of motivation is a 
relevant aspect to acknowledge. Irrespectively of the type of motivation, another field 
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brings just as important insights, namely goal setting theory, introduced by Locke and 
Latham (e.g. see 2002). According to goal setting theory the key factors, influencing 
motivation for higher performance is the core of the goal, the mechanisms and the 
moderators (Ibid.). These factors interoperate and ultimately result in increased 
performance that in turn increases employee satisfaction through performance and 
rewards which leads to a continuous commitment to new challenges (Ibid.). 

In summary Locke and Latham (2002) found that performance is consistently higher 
when people are provided specific and difficult goals. Their studies also identify goal 
mechanisms that affect performance positively (provide direction, energize, affect 
persistence and action). Locke and Latham (2002) further suggest goal moderators in 
relation to the benefits of goals, which managers shall consider in order to leverage on 
these benefits (i.e. commitment, feedback and task complexity).  

2.5.3 Job characteristics 
Another view on work motivation is the theory on job characteristics (Hackman & 
Oldham, 1976). The theory makes a proposition on how to motivate employees 
internally through the design of the employees’ job (ibid.). There are a few success 
factors according to Haman and Oldham (1976). Firstly, the job shall be designed so 
that it involves completion of a whole, provide variety and have a positive impact on 
the lives of others. Secondly, the job shall admit freedom and the employees’ own 
judgment and lastly, the job shall provide meaningful feedback on performance. This 
description on job characteristics suggests somehow similar measures as described in 
the self-determination theory about the importance of autonomy according to Gagné 
and Leci (2005). However, the positive impact of these measures depends on the 
individuals needs for growth (ibid.). 

2.5.4 Behavioral theory 
Theories on peoples needs, however, originate from behavioral theory, such as 
Maslow and Herzberg. Maslow’s contribution (1943) to the behavioral scene of 
motivation presents the human needs ordered in a hierarchy. He states that humans 
usually satisfy their needs in an ascending order, meaning that humans will not try to 
fulfill needs higher in the hierarchy before satisfying the basic needs. Maslow 
categorizes these needs in five types of needs: physiological, safety, love, esteem and 
self-actualization. Maslow, though, suggests that these needs not at all times need to 
be fully satisfied before attempting to satisfy the next one, he stipulates that a lesser 
degree of satisfaction can be enough for humans to continue exploring higher needs in 
the hierarchy (Ibid.). 

Herzberg’s (1968) contribution provides two categories of tools for managers: 
hygiene factors and motivators, or factors that are extrinsic and intrinsic to jobs, 
concepts recognized from SDT. Herzberg describes the extrinsic factors (hygiene) as 
something that creates movement in a certain direction. In a work environment this is 
represented by the salary, status and security provided to an employee. On the 
contrary, intrinsic motivators (i.e. achievement, recognition for achievement, the work 
itself, responsibility and growth or advancement) are about person’s inner engine, 
which stimulates the growth needs and thereby creates motivation. According to 
Herzberg (1968), the motivators that are intrinsic to the job can be stimulated by job 
enrichment and Herzberg concludes that enriching the motivators, that are intrinsic to 
the job, is the most favourable way of creating long-term motivation. 
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2.6 Organizational control 
A common problem for organizations is the problem of achieving cooperation among 
a group of individuals or units who share only partially consistent goals (Ouchi, 1979). 
The problem arises as a group of individuals collectively produce a single output 
generating a reward, which is to be distributed in such a manner that each group 
member is equitably rewarded (Ibid.). If rewards are not distributed in such a manner, 
members are likely to adjust their behavior in a way that becomes dysfunctional for 
the organization (Simon, 1964; Marschak, 1965; Alchian & Demsetz, 1972). To 
address this problem organizations employ different mechanisms of organizational 
control, which is a concept that, from a historical perspective, has been interpreted 
differently by organizational theorists. These interpretations include the view of 
control as a problem of information flows (Galbraith, 1973; Ouchi & Maquire, 1975), 
as a problem of establishing and enforcing rules within a hierarchical authority system 
as described by Weber (1947) and interpreted by Blau and Scott (1962) and Perrow 
(1986), and as a cybernetic process of testing, monitoring, and providing feedback 
(Thompson, 1980; Reeves & Woodward, 1970). The authors of this thesis will, 
however, adopt a more generic approach to organizational control, provided by Ouchi 
(1979). This approach seek to identify the mechanisms through which an organization 
can be managed so that it achieves its strategic objectives, and further, what 
conditions that render each mechanism most advantageous. 

Ouchi (1979) have identified three distinctly different mechanisms of organizational 
control, which is referred to as market mechanisms, bureaucratic mechanisms and an 
informal social mechanism (described as clan mechanisms). The market control 
mechanism (i.e. output control) supports decision-making entirely on the basis of 
price information, provided that the prices exactly represent the value of a product or 
service in the given market. The fundamentals of a bureaucratic control mechanism 
(i.e. behavior control) is information contained in rules and routines, which render 
controls to be characterized by close personal surveillance and direction of 
subordinates by superiors. The clan control mechanism refers to the socialization 
processes that characterize groups and that influence behavior through 
institutionalized values within the group (Ouchi, 1979). The rational application of 
these mechanisms is further assumed to be conditioned upon the ability to measure 
either output or behavior of the desired performance (Ibid.). The conditions that 
determine the measurability of behavior and of output can be described along two 
dimensions: the knowledge of the transformation process and the ability to measure 
output (Ibid.), outlined in table 4 below. 
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Table 4 - Conditions determining the measurement of behavior and output (Ouchi, 1979) 

This approach to organizational control mechanisms has been further refined by 
Macintosh and Quattrone (2010) into a framework for identifying specific styles of 
controls based on the uncertainty of the means-ends relationship in a given 
environment. The next section will introduce this framework. 

2.6.1 Styles of control 
Macintosh and Quattrone (2010) propose that there is an important link between an 
organization’s strategy and its management control system operating in a two-way 
relationship. An organization’s strategy determines how it enacts its environment, 
how it intends to arrange its organizational structures, and what type of controls it 
needs to be able to successfully implement its strategy (Macintosh & Quattrone, 
2010). Hence, strategy provides unique demands on the important parts of an 
organization’s management control system (Ibid.). A management control system, on 
the other hand, can be interactively used to help management realign the 
organizational strategy (Ibid.). In order to establish this link between organizational 
strategy and control needs Macintosh and Quattrone (2010) presents a framework, 
based on Ouchi’s (1979) framework for organizational control mechanisms, for 
identifying the appropriate style of control on the basis of uncertainty regarding the 
means-ends relationship in a given environment. 

The framework presented by Macintosh and Quattrone (2010) describes the way 
organizations control the efforts of its members and how they continue to work 
towards an overall organizational purpose. It can be used to identify an appropriate 
style of control depending on the nature of the uncertainty, which Macintosh and 
Quattrone (2010) define as an interaction between two antecedent conditions: whether 
task instrumentality (means) is rational (well understood) or nonrational (not well 
understood) and whether goals (ends) is clear or ambiguous. The framework 
presented by Macintosh and Quattrone (2010), outlined in figure 9 below, identifies 
five generic styles of control, bureaucratic, charismatic, market, traditional and 
collegial, and indicates in what situation each style of control is to be considered 
advantageous. Each style of control will be further elaborated below. 

  Knowledge of The Transformation Process 

  Perfect Imperfect 

Ability to Measure 
Output 

High Behavior or Output 
measurement Output Measurement 

Low Behavior Measurement Ritual and Ceremony, “Clan” 
Control 
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Figure 9 - A typology of control (Macintosh & Quattrone, 2010) 

2.6.1.1 Bureaucratic control 
The most recognized feature of bureaucracy is that authority is not vested in 
individuals but rather bound to general rules (Macintosh & Quattrone, 2010). 
According to Macintosh and Quattrone (2010) bureaucracies rely on three major 
mechanisms for controlling their members: observational hierarchies, rules and 
procedures and written records. Observational hierarchies is a mechanism that 
encompass features such as supervisory positions with authority to oversee the work 
of others, an established acceptance by subordinates of the command hierarchy and a 
clear definition of the jurisdictional boundaries of each office (e.g. sections, 
departments or plants) (Macintosh & Quattrone, 2010). Rules and procedures is a 
control mechanism that features an outline of the formal rights and duties of 
employees and the proper procedures for how work is to be accomplished. Written 
records refer to the apparatus that comprise the storage and recording of both 
standards and actual outcomes of inputs, outputs and resource utilization (Ibid.). 

2.6.1.2 Charismatic control 
Charismatic control can be considered as the antithesis of bureaucratic control and is 
best used in situations characterized by clear goals or missions but where the means 
for accomplishing these are uncertain (Macintosh & Quattrone, 2010). Charismatic 
control is ideal in situations where purpose and the leader’s claim to authority, is in 
direct conflict to a well-established and institutionalized order (Ibid.). A major 
strength associated with this kind of control is that it is not dependent on a leader that 
overlooks and ensures that work is being done, as one know with certainty that it in 
fact will be done. In this context employees, or followers as they may be referred to, 
is considered disciples rather than subordinates (Ibid.). 
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2.6.1.3 Market control 
The fundamental idea of market control is that victory in the marketplace is the key 
indicator of successful effort (Macintosh & Quattrone, 2010). The only information 
needed to regulate behavior is price, which enables individuals to pursue their 
personal goals efficiently. The control mechanism for market controls can be 
described as a constant benchmark relative to the invisible hand, which can be 
considered as an invisible organization of the market capturing and condensing 
information of the current supply and demand. (Ibid.) 

2.6.1.4 Traditional (clan) control 
Control by tradition refers to a type of control where social codes for authority and 
domination is retrieved from the collective wisdom of ancestors and customs of 
antiquity (Macintosh & Quattrone, 2010). Some inherited inventions embraced by the 
posterity are ideas such as the divine right of kings and the supremacy of the church. 
An extreme form of traditional control is known as clan control, which is 
characterized by a highly exclusive membership and limited by extensive 
requirements. These clans are deeply institutionalized with a specific type of social 
behavior and their own means for communicating it within the group. (Ibid.) 

2.6.1.5 Collegial control 
The fundamental idea behind collegial control is that a particular group can enjoy 
special privileges to exert authority and domination over others (Macintosh & 
Quattrone, 2010). Membership to these collegiums is usually offered after an election 
has taken place within the collegium or by selection by a special committee. This type 
of control is common in many vital institutions, such as universities, churches and 
international organizations (e.g. UN and NATO). A characterizing feature of collegial 
control is that the collegium exerts control over the administrators, which is different 
from bureaucratic and clan control where the administrator and clan leader 
respectively exerts control. (Ibid.) 
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3 ANALYSIS OF LITERATURE REVIEW 
This chapter provides the reader with an analysis of the interconnection between the 
five areas presented in the literature review. This analysis results in a model that can 
be used in an organizational setting for driving employee engagement, and 
furthermore how it can be adapted to different work situations. 

3.1 Analysis of game elements as motivators 
Tremendous amounts of people, of different ages, play games3 and they spend a lot of 
time doing it4. The motivations for why so much people choose to invest so much 
time in playing games is diverse, but according to Reeves and Reed (2009) a 
significant part of them is similar to those social and personal motivations generally 
driving any real-life behavior. This section will, on the basis of motivation theories, 
analyze why games are so captivating, and why game elements are so powerful 
motivators (see table 3, p.23 for a detailed description of each game element). 

3.1.1 Targets 
Dignan (2011) suggests that targets trigger us to pursue something that we desire with 
concentration and commitment. Applying targets is something recognizable from goal 
setting theory (see e.g. Locke & Latham, 2002). Locke and Latham (2002) propose 
that difficult and specific goals drive performance, as opposed to small challenges and 
vague goals (e.g. “do your best”). Applying challenging goals, and targets, is also 
something that Csikszentmihalyi (1992) highlights as important in order to achieve a 
state of flow, provided that the person facing these challenging targets have skills on 
par with them. Targets may further foster autonomy that Gagné and Leci (2005) 
described as motivating as the targets correspond to choices of what to engage in.  

3.1.2 Competition 
Competition provides an opportunity to prove ourselves as skilled and worthy 
(Dignan, 2011). In a more primitive environment competition were considered more 
existential in terms of survival but in a modern context it is more related to rivalry 
between cultures that transcend in sports or unfortunately war (Ibid.). Maslow (1943) 
offers possible explanations for this behavior in his hierarchy of needs as Maslow 
argues that our basic needs are physiological, which will motivate humans to fulfill 
one of these innate needs, if it is not already fulfilled. In a similar manner Maslow 
(1943) propose that we have needs for safety, esteem and self-actualization, which 
would drive humans to compete in order to satisfy their needs. 

3.1.3 Chance 
According to Dignan (2011), our learning capabilities does not distinguish between 
experiences, which means that systems governed by randomness are scrutinized in a 

                                                
3 Statistics about the number of people who are engaged in virtual worlds and games is notoriously 
unreliable or absent. Christian Renaud, in a presentation at the 2007 Virtual Worlds Conference in San 
Jose, estimated that the total number of people with avatars (i.e. virtual representations of oneself) at 
that time exceeded 400 million. Renaud, however, asserted that his estimate were likely to be high but 
in any case into the hundreds of millions. He further asserted that better metrics for measuring this data 
were needed until these technologies can gain any serious attention in business. 
4  Yee (2006) have studied 30 000 users of Massively Multi-User Online Roly-Playing Games 
(MMORPGs) over a three year period in order to explore demographics of the users. Mean age of the 
users (between the age of 11-68) were identified as 26,57 years old, and average time of usage a week 
were identified as 22 hours. 
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similar manner as a system governed by any other form of predictable novelty. 
Novelty is, according to Vockell (2004), related to curiosity and can be considered a 
factor for driving intrinsic motivation. Curiosity is stimulated when our attention is 
attracted by something in our environment or when we perceive that there is a 
discrepancy between our current knowledge or skills and what these could be if we 
engaged in some activity (Vockell, 2004). Curiosity, and thereby intrinsic motivation, 
is likely to be triggered as surprises occasionally occur, which is enabled by 
incorporating an element of chance. Chance may also be considered as an element 
that drives participation as users randomly are exposed to features that was not 
expected, which could encourage individuals to continue participating as they are 
curious of what features that might be introduced in the future.       

3.1.4 Time pressure 
Dignan (2011) propose that the sense of urgency, when applying time limits, makes 
us more focused when playing games since the player needs to make the most of out 
of the time given. This is, according to Locke and Latham (1992), a valid effect of 
time pressure. They found that tight time frames drive performance because it affects 
the intensity (e.g. of problem solving). As time could be considered as a resource and 
thereby a source of resistance this could be used to increase the level of difficulty for 
advanced users by limiting it (or make it scarce).   

3.1.5 Scarcity 
According to Dignan (2011), people relate scarce resources with things of real value. 
This will trigger some people to behave irrationally while some will be triggered to 
collect more of the scarce resource, and thereby reduce the scarcity (Ibid.). Dignan 
(2011) further claims that this is related to peoples drive for survival, which Maslow 
(1943) recognizes in his hierarchy of needs. Adding elements of scarcity also increase 
the level of difficulty, which drives performance (Locke & Latham, 1992), but also 
foster flow.   

3.1.6 Puzzles 
This element, in the sense of problem solving, can be related to what Maslow (1943) 
refers to as a need for self-actualization, the innate need of realizing one’s full 
potential. During the endeavour of becoming everything one is capable of becoming, 
problem solving will be central, as it satisfies the innate needs for personal growth 
and learning. Dignan (2011), by reference to neuroscience, further argue that solving 
problems makes our brain trigger a flood of opioids, known as nature’s own “pleasing 
drugs”, hence creating a sense of satisfaction and well-being.  

3.1.7 Novelty 
Dignan (2011) suggests that by offering new features in an environment and new 
learning opportunities, people are not only triggered to pursue it, people are likely to 
prioritize the new feature or challenge. Novelty is, according Vockell (2004), related 
to curiosity, which is a factor that drives intrinsic motivation. By regularly presenting 
changes and new challenges users are likely to stay interested, curious and thereby 
motivated to continue. The element of novelty can be further supported by Herzberg 
(1968), who states that people are intrinsically motivated by their need for personal 
growth, which can be satisfied by offering change and challenge. In this sense, 
novelty is also a factor that is likely to facilitate flow. 
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3.1.8 Levels 
Dignan (2011) suggests that levels define an area of exploration and people tend to do 
what it takes to make it to the next level in terms of knowledge and skills (Ibid.). 
Further, the desire to make it to the next level is enhanced by giving rewards and 
introducing new features, and since the next level often is the next logical step, it 
enhance focus (Ibid.). The concept of levels can be associated with Maslow’s (1943) 
hierarchy of needs in that people have an innate need to grow, and not at least, a will 
to fulfill higher needs in the hierarchy (esteem and self-actualization). Levels also 
relates to intrinsic rewards, which Herzberg (1968) defines as something that triggers 
our inner engine, such as achievement, recognition for achievement, the work itself, 
responsibility and growth, or advancement.  

3.1.9 Social pressure 
Survival is more likely if working together; therefore users tend to work together to 
secure their basic needs for health and safety needs (Dignan, 2011). The element of 
social pressure also affects the behavior (Ibid.). Cialdini (2001) declares that people 
tend to use each other’s behavior as indicators of what the best choice is in a given 
situation, referred to as “social proof”.  

3.1.10 Teamwork 
Dignan (2011) suggests that when we are collaborating we are accountable for our 
performance in the eyes of our team members. According to Dignan (2011), this 
creates tension, which we anticipate by building trust and unimpeded communication 
within the team. Other effects of teamwork identified by Locke and Latham (2002) is 
that it enhances the choice of an adequate strategy since team members can share their 
knowledge and their strategies. Another effect that Locke and Latham (2002) has 
identified that increases performance is that when committing in front of a group, the 
importance of getting it done increases.  

3.1.11 Currency 
This element shares evidence with the theory on scarcity. The human needs for 
survival and safety are pursued by people around the world (Locke & Latham, 2011), 
and a measure to take in order to fulfill the needs is by making exchanges. The 
currency and its ability to make exchanges enables a feel of autonomy and increased 
perceived locus of control, which is a critical factor for internalizing external 
regulations and interventions, in order to become intrinsically motivated (Deci et al, 
2005). Such an internalisation means that individuals can convert the regulations 
made by others into an intrinsic reward.   

3.1.12 Renewal 
A possible interpretation of renewal (e.g. of trials) is that tasks are perceived as easier 
than if renewal would not exist. This would imply an increased sense of self-efficacy 
that, according Locke and Latham (2002), increases the performance of individuals. 
Such an opportunity would mean that the person assuming a challenge would have 
more than one chance to reach the objectives of the challenge and thereby try different 
tactics. Thus, the effect of renewal is that individuals experience the risk of failure as 
lower.     

3.1.13 Forced decisions 
The forced decision element can be related to a concept referred to as choice 
architecture, coined by Thaler and Sunstein (2008). The essence of choice architecture 
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is the notion that a default outcome of a situation can be arranged to be the outcome 
sought by the party presenting the choice, depending solely on the way these choices 
are presented (Thaler & Sunstein, 2008). More specifically, the principles underlying 
this concept is that decision situations can be influenced by using opt-out rather than 
opt-in decisions and by making the decisions, and their outcomes, clear and 
understandable for the decision-maker (Ibid.). This can be effectively used in 
situations where the outcome needs to be controlled by the system but where it is 
important for people to maintain their locus of control (e.g. when intrinsic motivation 
is sought). 

3.1.14 Data 
Dignan (2011) explains that data is crucial for us to reach our goals, since data helps 
us understand where we are and what we have to do (e.g. through feedback) to reach 
the goal. This is something that Locke and Latham (2002) also identify, as feedback 
serves as foundation for a person’s effort to adjust the choice of strategy or to 
motivate a more intensive procedure.  

3.1.15 Progress 
Progress is a convenient way to display the difference between a current performance 
and an expected performance required to achieve a specific goal. This element is 
supported by research (Amabile & Kramer, 2011) that suggests that facilitating 
progress in a work situation, as opposed to conventional motivators such as 
performance bonuses, is the best way of motivating employees. This is referred to as 
the progress principle and is based on the idea that small, meaningful achievements 
have a strong impact on employees’ intrinsic motivation, which in turn drive 
performance. 

3.1.16 Points 
The use of points is a way of recognizing people for their achievements, which 
according to Herzberg (1968) is a feature that promotes intrinsic motivation. Points 
also gives a sense of achievement, which Maslow (1943) suggests fulfill the need for 
higher esteem. 

3.1.17 Sensation 
According to Dignan (2011), sensation makes users feel good and it engages them in 
the moment. Malone and Lepper (1987) argue that unfamiliar sensory stimuli can be 
attention grabbing.  Further, research on students engagement in learning activities 
have found that students are more engaged when activities were embedded in a 
sensational fantasy contexts (Cordova & Lepper, 1996; Parker & Lepper, 1992). 
Along with this, Driskell and Dwyer (1984) propose that fantasy facilitates self-
absorption and concentration.  

3.1.18 Recognition 
Recognition, as described above, is something that fulfills the lower esteem needs in 
Maslow’s (1943) hierarchy of needs and is therefore actively sought by people to 
fulfill their need for esteem. Further, Herzberg (1968) supports this as he considers 
recognition as an intrinsic driver for motivation.  

3.1.19 Status 
Maslow (1943) and his hierarchy of needs support this as it stipulates status (i.e. 
respect from others) as part of our esteem needs. Herzberg (1968) further propose that 
status are to be considered a hygiene factor in a work environment, meaning that it is 
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not necessarily the strongest motivator, but on the other hand a strong influencer of 
peoples well-being. 

3.2 Analysis of RQ1 
RQ1: How can gamification be combined with performance management to create a 
model for driving employee engagement? 

Performance management is a concept focused on the management of individual’s 
performance (as described in chapter two). This makes performance management an 
appropriate starting point for the use of gamification as means for driving employee 
engagement. By adopting the view of performance management as a continuous 
process, more specifically as the Performance Management Cycle (PMC), it is 
identified as a field of application of gamification. This approach is further assumed 
to make sense as the PMC is considered a well-established tool within organizations. 
The model, combining performance management and gamification, is based on four 
assumptions that are identified as prerequisites for it to work properly. The 
assumptions are elaborated in table 5 below. 

Table 5 - The assumptions underlying the model 

As the assumptions for the model has been established, the question of how to 
combine the concept of gamification with performance management can be further 
approached. A gamification initiative, combined with the performance management 
process, is suggested to drive employee engagement for a selected work activity that 
could be considered either transactional or tacit. This implies a variety of possible 
applications, which means that the problem has to be approached in a structured way. 
Organizations are likely to establish a PMC for driving performance and development 
of individual employees and their entire profession, thereby including several work 
activities. The focus of this model is therefore limited to individual work activities 
rather than entire professions. This means that each component of the model must be 
considered from two aspects; one aspect of performance management for work 
activities inside the behavioral game and one aspect of performance management 
outside of the behavioral game. The further analysis will focus on the aspect on the 
aspect of the performance management process inside the behavioral game. 

The following sections seek to highlight aspects of the performance management 
cycle of which an implementation of game elements seems appropriate through a 
management support point of view. The analysis seek to identify how gamification, in 
terms of the components of a behavioral game, can be combined with the PMC 
(Armstrong, 2009) to create a model for driving employee engagement in an 

List of assumptions 

• The performance management process is assumed to take the form of an ongoing cycle consisting of 
three components (Armstrong, 2009): 
o Performance and development agreement 
o Management of performance throughout the year 
o Performance review and assessment 

• The profession of which the PMC concerns must have at least one activity embedded in a behavioral 
game (Dignan, 2011) 

• Game elements can be used individually in the purpose of driving employee engagement 
• All three components of the PMC must be linked (directly or indirectly) to the behavioral game for 

it to be effective 
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organizational setting. The supportive function of game elements for each aspect of 
the PMC will be elaborated further below. 

3.2.1 Performance and development agreement 
Armstrong (2009) describes the performance and development agreement as 
comprised of five components: the role profile, objectives, measurement, performance 
planning and personal development planning. The degree to which game elements can 
be incorporated to support these five components vary and are therefore further 
distinguished below. As delimited previously, this concerns individual work activities 
(or multiple), meaning that the aspects of the behavioural game should be seen as 
complementary in the process of establishing performance and development 
agreements for the employees’ total work (or entire profession). 

The design of role requirements can be supported by a structure provided by the 
behavioural game, revolving around a logic that offers a clear view of opportunities 
for development and the respective requirements for the role. The structure may 
communicate assigned accountabilities, responsibilities, competencies and outcomes, 
similar to the approach suggested by the performance management literature. This 
type of structure is common for audit and consulting firms, who often have a 
predetermined career path equal and available for all employees. 

The process of agreeing on objectives can be supported by the use of a behavioural 
game as game elements can provide structure (e.g. levels), aim (e.g. targets) and a 
basis for measurement and prioritization (e.g. data). As these game elements could be 
designed so that specific outcomes require specific actions, the employee and the 
manager has a platform available for agreeing on objectives as it becomes clear what 
needs to be done to reach a desirable outcome and further, through which objectives. 

Armstrong (2009) highlights the importance of answering the question, “how will we 
know when the objective has been achieved?”. This question is suggested to be 
answered by reaching an agreement on how to measure the performance of an 
employee in relation to this objective. While the model can support the identification 
of role requirements and agreement on objectives the model itself cannot sufficiently 
measure the outcomes. For the model to function properly, a source for input data is 
needed for supplying the behavioural game with the necessary information. However, 
when these pre-conditions are set, the behavioural game can be used to communicate 
the measurements that have been made, to make the information comprehensible and 
engaging for the employee or the manager. 

To reach the objectives effectively the performance management process can support 
performance planning through the behavioural game. The support offered are the 
logic and the rules that forms the game through a hierarchical structure (e.g. levels), 
goals that provide guidance (e.g. targets), prioritization and ability to visualize 
performance (e.g. points) and tools to communicate feedback (e.g. progress). Thereby 
the game provides a clear picture of what needs to be achieved, which objectives are 
most valuable and the requirements for reaching it. 

Within the performance and development agreements a personal development plan is 
settled regarding the employee’s professional development. This is complemented by 
a plan on what activities that needs to be completed to reach the objectives, which can 
be promoted by the behavioural game (e.g. levels). Game elements can also reinforce 
the importance of professional development and encourage employees to take a 
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professional development journey by signalling that it is desirable (e.g. status). Game 
elements can also be used to introduce new opportunities for the employees (e.g. 
novelty). This can be used to change the work activity or the context in which the 
activity is being performed. This would provide the employee with further challenge, 
thereby facilitating the pursuit of reaching a state of flow. Such a measure is 
appropriate for enriching a profession and it makes it natural for employees to try out 
new things or methods. Table 6 below summarizes the supportive function of game 
elements within the performance and development agreement process. 

Table 6 - Performance and development agreement supported by game elements 

 Furthermore, it is vital to acknowledge that performance management is, according to 
Armstrong (2009), not to be considered a top-down process in which managers 
unilaterally inform employees of their performance, define their objectives and 
establish performance improvement plans. Buchner (2007) describes performance 
management as something done for the employees and in partnership with them. This 
is relevant since Gagné and Deci (2005) express that intrinsic motivation is increased 
as the locus of control (ability to control the courses of events) is increased. In relation 
to the locus of control, it is relevant to make a suggestion on the topic of the 
employees’ presumptions and integrity. The rules and conditions must be applicable 
to all employees in the behavioural game and preferably governed and enforced by 
party not engaged in it. This is important, as the knowledge that rules and conditions 
apply to all would generate a psychological advantage for those engaged in the game 
(Reeves & Reed, 2009). 

3.2.2 Managing performance throughout the year 
As the performance and development agreements are established the supportive 
function of game elements in the process of managing performance continuously may 
be approached. Armstrong (2009) stress the importance of considering performance 
management as an ongoing process, rather than a system that circulates around an 
annual event, thus emphasizing the requirement of an effective everyday management. 
This makes the performance management process dependent on the competence and 
capabilities of the manager, which thereby constitutes an opportunity for the use of 
game elements. The key to effective management is, according to Armstrong (2009), 
a continuous managerial practice of setting direction, monitoring and measuring 
performance, and taking action accordingly. These are practices that constitute the 
main part of the benefits of the behavioural game in this setting, as such steps and 
actions can be automated and deployed through the use of game elements. This 

Component: Game elements: Purpose: 
Role profile Levels Provide structure for advancement, and responsibilities. 

Objectives 
Levels 
Targets 
Points 

Provide structure 
Provide aim 
Provide basis for measurement and prioritization 

Measurement N/A N/A 

Performance planning 

Levels 
Targets 
Points 
Progress 

All provides an ability to identify key areas that need to 
be focused on in order to improve performance. 

Personal development 
planning 

Levels 
Status 
Novelty 

Communicates a structured path for development 
Provides motivation to reach higher levels 
Bring about change and challenges 
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section will further elaborate how the management throughout the year component of 
the PMC (including practices as setting direction, monitoring and measuring, and 
taking action) can be supported by a behavioural game (through game elements 
described in section 2.4.2.3) to facilitate employee engagement in work activities.  

The continuous management process starts of by setting direction for efforts 
(Armstrong, 2009). These are effectively automated in the behavioural game by 
incorporating specific elements that provides a structure of advancement (e.g. levels), 
a clear view of what is required before proceeding to the next level (e.g. targets), logic 
on how to reach the targets (e.g. forced decisions) and prioritization between different 
targets (e.g. points and time pressure). The terms for each of these ingredients may 
vary greatly between industries and the nature of the work activity, but the 
functionality, however, is suggested to remain the same. The setting of direction in 
within the continuous management process will in this manner efficiently be carried 
out by the behavioural game by offering a palette of opportunities for the employee, 
hence the manager does not need to engage in the setting of direction associated with 
the management throughout the year. 

Monitoring and measuring the performance support this managerial process further 
by deploying game elements that continuously communicate feedback to the 
employee (depending on the resources available to measure). Though, as described 
earlier, the behavioural game itself is not a tool for measuring, only communicating 
relevant data in a comprehensible way. This eases managers’ workload since this 
information is communicated automatically to the employee through rewarding 
contributions (e.g. points), visualizing what needs to be done in order to reach 
stipulated targets (e.g. progress) and offering a structure that guides the employee on 
how to engage in work activities to advance (e.g. levels). Such a tool makes it 
possible for employees to follow-up their own efforts as they stive to reach a target 
and thereby feedback is provided that may be absent without it. Thus, the model can 
support or even replace potential actions from managers to direct behavior. 

By effectively monitoring and measuring the activities as described above, the 
managers’ ability to take action is enhanced and can be effectively supported by 
letting the behavioral game take action in the managers’ place. For that purpose 
several game elements can be incorporated to recognize performance by distributing 
outcomes based on actions performed by users (e.g. feedback or awards), which 
further provides the employee with guidance on how to engage in work activities. As 
recognition pays attention to efforts, game elements can also be used to communicate 
expectations and increase employees’ intensity of efforts (e.g. by using time pressure) 
while the employees are pursuing a target. Another action that managers usually take 
that can be supported by a behavioral game is giving employees another opportunity 
to reach the requirements of stipulated targets (by using renewal). By granting 
employees another trial, they are likely to experience less pressure on their 
performance and are thereby more likely to increase their self-efficacy in regards to 
actions, which is proposed to drive performance. Thus, the renewal will, if used 
properly, contribute to learning through trial-and-error within the work activity and 
lower the perceived boundaries in areas where employees have little or no previous 
experience. Furthermore, managers can deploy game elements such as novelty and 
sensation as an action to further drive employee engagement. Novelty triggers action 
by introducing new features to the behavioral game (e.g. objectives), which allures 
curiosity. The sensation element also allures curiosity by introducing stimuli within 
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the game that contributes by another rewarding measure when an employee makes an 
achievement. The three aspects of effective management and how they can be 
supported by game elements are summarized in table 7 below. 

Table 7 - Continuous management supported by game elements 

 The behavioural game can in this way either support the practices considered as 
effective management or totally replace them by having the behavioral game 
performing it automatically. This gamification-based management support is 
suggested to be a part of the continuous performance management throughout the year, 
for these activities that in part or in entirely are embedded in a behavioural game. In 
addition to the game elements described above are others, of more general character, 
suggested to be used such as social pressure, teamwork, competition, status, currency, 
puzzles, scarcity and chance. By adding a social aspect to the game, major influential 
factors is unlocked by offering competition, social pressure or collaboration together 
with more general facilitators like currency.  

3.2.3 Performance review and assessment 
Armstrong (2009) argues that a few, more extensive, performance reviews are 
necessary in order to provide a focal point for evaluating key performance and 
developmental issues. This view is suggested to address the five main elements of 
performance management: agreement, feedback, measurement, positive reinforcement 
and dialogue (Ibid.). The performance review and assessment process may, however, 
constitute several work activities in which some may not be embedded in a 
behavioural game. It is therefore relevant so separate the part of the review that 
involves the behavioural game from the rest of the work activities in an employee’s 
total work. 

 Setting direction Monitor and measure Take action 
Description Providing a structure for 

targets and direction of 
work 

Follow-up the progress, 
compare actual 
achievement with 
expected/target 

Built in actions that 
replace/support managers 
in encouraging action in a 
certain direction 

Game elements 
(Purpose) 

Levels 
(Provides structure and 
logic for advancement) 
 
Targets  
(Communicates 
goals/objectives) 
 
Points 
(Provides targets with 
value that enables 
prioritization) 
 
Forced decisions  
(Promotes focus on special 
tasks) 
  
Time pressure 
(Increases the intensity of 
efforts) 
  

Points 
(Communicates the level of 
performance) 
  
Progress 
(Visualizes current 
performance in relation to 
a stipulated target) 
  
Levels 
(Communicates the level of 
performance) 

Recognition 
(Communicates an 
acknowledgement of 
completed performance) 
 
Time pressure 
(Increases the intensity of 
efforts) 
  
Renewal 
(Fosters learning through 
trial-and-error) 
  
Novelty 
(Changes, e.g. objectives 
that triggers curiosity) 
  
Sensation 
(Stimulates senses through 
visual or auditory effects) 
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The model offers a comprehensive platform for this third component of the PMC, 
which may be partially supported by game elements. In contrast to the continuous 
management throughout the year component, this process provides basis for a more 
elaborate review of past performance. This imply that the same game elements that 
can be used to support the continuous management can also be used to support this 
process, but in a larger and more elaborate perspective. The behavioral game could 
communicate the current status of the employees’ performance and provide basis for 
benchmarking this performance among the employees engaged in it through game 
elements such as levels and/or points. Game elements such as progress can be used to 
provide feedback on current performance in relation to a stipulated target. Basis for a 
more elaborate review and assessment of performance is the evaluation of past 
achievements, which can be conveyed by using game elements such as recognition. 
Managers could use the information received from these game elements to conduct a 
deeper evaluation together with the employee in order to identify key performance 
and developmental issues. A summary of how game elements can support the 
performance review and assessment process is outlined in table 8 below.  

Table 8 - Performance review and assessment supported by game elements 

As the model shows the current and previous performances it constitutes a natural 
starting point for a dialogue on measurement, feedback and positive reinforcement 
before proceeding with talks on further agreements for the following period during the 
performance review and assessment occasion. A dialogue about measurements is a 
good opportunity for managers to gather employees’ input on how to develop the 
behavioural game. The performance review and assessment component at itself is not 
proposed to replace the manager’s role, but rather contribute as basis for input to the 
process of reviewing and assessing performance on these work activities that are 
embedded in the behavioural game 

When conducting such a review, managers also influence attitudes to measurement 
and stimulate more frequent reviews. If work is measured and recognized, and the 
employees are engaged, the authors assume that employees would be more interested 
and willing to participate in performance reviews. Another option, although 
seemingly more authoritarian, is to condition the advancement within the behavioral 
game upon these performance reviews, thereby moving the initiative to employees. 

3.2.4 Summary of analysis RQ1 
RQ1: How can gamification be combined with performance management to create a 
model for driving employee engagement? 

The performance management cycle is assumed to be a well-recognized process for 
managing employee performance at workplaces and is therefore suggested to be an 
appropriate starting point for the gamification concept. It is also beneficial due to the 

Game elements: Purpose: 

Levels 
 
Points 
 
Progress 
 
Recognition 

Communicate status of current performance and provide basis for benchmarking 
 
Communicate status of current performance and provide basis for benchmarking 
 
Provide feedback of performance in relation to a stipulated target 
 
Provide basis for evaluating past achievements 
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intimate association between employee performance and employee engagement, 
thereby rendering it a natural process for driving engagement. 

The PMC constitutes three main components: performance and development 
agreements, managing performance throughout the year and performance review and 
assessment (Armstrong, 2009). These three components establish the foundation for 
the use of game elements as support for increasing employee engagement within the 
performance management process. 

The possible applications of game elements vary depending on the nature of the 
component. Several aspects of the performance and development agreement 
component and the performance review and assessment component can be 
successfully supported by game elements, while the management throughout the year 
component can be supported or totally replaced in applicable extents by using game 
elements. Whereas the three components forms the frame for deployment of the 
gamification concept for driving employee engagement, the work activities 
themselves must be allowed a great deal of attention. This proposed model should 
therefore be recognized as general for driving employee engagement by applying the 
gamification concept, meaning that considerations and adaptations must be made with 
regards to the work activities themselves to utilize the full potential of the model. The 
model combining gamification and performance management is outlined in figure 10 
below. 
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Figure 10 - A model combining gamification and performance management 

3.3 Analysis of RQ2 
RQ2: How can a performance management model based on gamification be adapted 
to drive employee engagement in different work situations? 

The game elements described by Dignan (2011) has a widespread set of potential 
applications and can, according to Dignan (2011), be applied to any activity that (1) 
can be learned, (2) measured, and (3) rewarded or punished in a timely manner. It is, 
however, relevant to assume that specific work activities will differ in their 
applicability of a gamification initiative, with regards to the nature of the activity 
itself. Furthermore, it is important to emphasize that the game elements that are 
combined with the performance management process are not intended to alter the 
fundamentals of the activity, but merely complement it with elements that are 
proposed to drive employee engagement during the execution of the activity. This 
means that the nature of the work activity will determine to what extent a gamification 
initiative can be deployed. This requires a structured and systematic approach for how 
work activities can be differentiated based on their characteristics and subsequently 
analysed on the basis of their applicability to game elements. Such a structured and 
systematic approach can be provided by relating the underlying principles of game 
elements to the underlying principles of management control. 

Game elements can be described as means for influencing a behavior that leads to 
engagement (Dignan, 2011) and thereby improved performance (Lockwood, 2007). 
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To effectively deploy a system of game elements (i.e. a behavioral game) as means 
for influencing behavior to promote employee engagement in an organization, the 
system of game elements should be linked to the system that already convey these 
behavioral influences, which is referred to as a management control system. 
Management control is, according to Anthony (2007), a process used by managers to 
influence other members of the organization to implement strategies and achieve the 
strategic objectives. As both of these concepts revolves around the challenge of 
influencing behavior it is reasonable to assume that the underlying principles for how 
behavior is to be influenced in any given situation would be the same for both 
concepts. Macintosh and Quattrone (2010) suggest that the structure of a management 
control system, or the appropriate style of control, depends on the degree of 
uncertainty of the means-ends relationship in a given situation. A support for 
understanding these situations is a framework presented by Macintosh and Quattrone 
(2010), referred to as the typology of control (see figure 9 in section 2.6.1). As the 
system of game elements is assumed to share the same behavioral principles as the 
management control system, the authors assume that a similar logic can be applied to 
identify the appropriate types of game elements in a given situation, meaning that the 
framework developed by Macintosh and Quattrone (2010) could be used as a proxy 
for identifying different applications for a behavioral game. 

Although this framework is derived from the research on sociology of organizations 
(Weber, 1947) and seek to understand the nature behind enterprise-wide management 
control systems (Macintosh & Quattrone, 2010) the authors of this thesis will further 
assume that the situations, and the appropriate style of control, identified in this 
framework is equally applicable to any given work situation. This means that the 
framework would also be able to convey the two sources that Reeves and Reed (2009) 
have identified as inhibitors of employee engagement: transactional work activities 
and tacit work activities. 

Transactional work activities are, according to prior discussion, interactions 
performed by people in a routinely manner governed by rules. They are inhibiting 
employee engagement because they are considered too simple and unchallenging, 
which is a result of their routine-based, unstimulated and tedious nature (Reeves & 
Reed, 2009). These activities can be identified as having a well understood task 
instrumentality, as action is governed by predetermined rules, and having clear and 
unambiguous goals, as they are performed in a routinely manner, which imply that 
bureaucratic controls would be appropriate. Tacit work activities are complex, non-
routine tasks characterized by a high level of judgement and experiential knowledge. 
They are inhibiting employee engagement because they are considered too difficult, 
which is a result of their stressful, complex and ambiguous nature (Reeves & Reed, 
2009). These activities can be identified as having either not well understood task 
instrumentality, as actions are guided by personal judgement and experiential 
knowledge, ambiguous goals, as tacit work often involve several or conflicting 
objectives, or both, which imply that charismatic, market, traditional or collegial 
control is appropriate. The link between transactional and tacit work activities and the 
five styles of control is outlined in figure 11 below. 
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Figure 11 - Styles of control linked to transactional and tacit work activities 

By using the logic in the framework presented by Macintosh and Quattrone (2010) as 
proxy for identifying different applications for a behavioral game an argument can be 
formed as to what style of control that ought to be used as platform for developing 
this behavioral game in different situations. This argument should be based on how 
the game elements relate to the uncertainty of the means-ends relationship, meaning 
that the game elements should be evaluated on the basis of their need for task 
instrumentality and clarity of goals. Using this approach, one of the five styles of 
control could be identified as favorable in forming the platform for a behavioral game. 

3.3.1 Applicability of game elements 
To be able to identify how the gamification model can be adapted to drive employee 
engagement in different work situations the capabilities of the behavioral game will 
be analyzed based on how it relate to uncertainty of the means-ends relationship for a 
given situation. This will further provide an indication of how each style of control 
would relate to the configuration of the behavioral game. 

The situations, and its relevant style of controls, has been considered on the basis of 
four categories; situations with: unambiguous ends (where bureaucratic and 
charismatic controls is considered suitable), high task instrumentality (where 
bureaucratic and collegial control is considered suitable), high task instrumentality 
and unambiguous ends (where bureaucratic control is considered suitable) and low 
task instrumentality and ambiguous ends (where market or traditional control is 
considered suitable). Each of these four situations will provide different capabilities of 
a behavioral game, in terms of its constituent game elements, further elaborated below. 

Initially, some game elements, such as chance, novelty, teamwork, currency, data and 
sensation, is identified as independent of the uncertainty of the means-ends 
relationship. Therefore, each of these game elements would be equally applicable to 



 44 

any work situation outlined in the framework in figure 11. This is because none of 
these six game elements necessarily need to be linked to the execution of a specific 
work activity but can be introduced as a form of infrastructure for other game 
elements (e.g. currency could enable trade with points, and sensation could enable a 
visually arousal experience as points are acquired) provided that the work 
environment have the technical conditions required for this. The capabilities of a 
behavioral game in each category are further elaborated below. 

3.3.1.1 Unambiguous ends 
Game elements that could work particularly well in an environment characterized by 
unambiguous ends (i.e. a bureaucratic or charismatic style of control) are targets, 
progress, competition, levels, points, recognition and status. A clear objective will 
enable the possibility of setting targets and also the possibility of measuring the 
progress in relation to each target. Further, having clear goals is a prerequisite for 
enabling competition, as it otherwise would be impossible to know when the 
competition is finished, and which part that comes out as winner. To provide structure 
by introducing levels will, per definition, also introduce a predefined series of goals 
that are to be attained in order to advance further in the hierarchy of levels. This 
means that clear goals have to be present in order to deploy levels. Points and 
recognition are game elements that are used as rewards linked to a specific 
performance. For these elements to be used effectively they should be rewarded in a 
structured way (i.e. not randomly), meaning that they should be acquired when having 
achieved a predefined target. Status is an arbitrary and highly subjective game 
element that manifests power and respect within a social setting. It is, however, 
reasonable to assume that status has to have some sort of objective basis, such as past 
achievements or any other form of tangible recognition. In this sense, status will be 
dependent on the existence of clear goals, although not necessarily the means of how 
to achieve them. 

3.3.1.2 High task instrumentality 
Game elements that could work particularly well in an environment characterized by 
high task instrumentality (i.e. a bureaucratic or collegial style of control) are time 
pressure, scarcity and social pressure. Time pressure is an effective way of engaging 
people by setting the pace for an activity. This is, however, only meaningful to apply 
provided that the one being pressured have an understanding of the means for 
performing an activity. Otherwise, a sense of time pressure would be likely to cause 
stress and despair, which are consequences that should be avoided when the purpose 
is to promote employee engagement. Scarcity is a way to regulate the availability of 
resources that are acquired and/or required for performing an activity. This implies 
that the regulator (i.e. the administrator of the behavioral game5) is aware of necessary 
resources and in which way they are to be used, which requires a situation where the 
means for performing an activity are understood by those involved in it. Applying 
social pressure is a way of challenging individuals in an otherwise unchallenged 
environment by introducing an aspect of peer expectations to the performance of 
those involved in an activity. This should, based on a similar argument as of time 
pressure, be applied in an environment where means are understood, where 
individuals are feeling comfortable and professional. 

                                                
5 A more elaborated discussion concerning the responsibilities of the behavioral game is conducted in 
section 8.1 of this thesis. 
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3.3.1.3 Unambigous ends and high task instrumentality 
Some game elements are bound to be applied only in environments characterized by 
both unambiguous ends and high task instrumentality (i.e. a bureaucratic style of 
control). Such elements are puzzles, renewal and forced decisions. The fundamental 
idea of puzzles is to provide a challenge by introducing problems that require thought 
and creativity to solve, thereby promoting engagement. To be able to design such a 
problem one must have an understanding of what (i.e. clear goals) and how (i.e. 
means) it is to be solved. Renewal is a game element that refers to the replenishment 
of resources necessary for performing an activity (e.g. lives or trials). This element, 
similar to scarcity, requires an understanding of what resources that are needed for 
performing an activity and how they are to be used (i.e. high task instrumentality). In 
addition, this element requires an understanding of what is to be achieved (i.e. 
unambiguous ends) in order to identify whether the achievement has failed or 
succeeded, and thereby an indication of whether a replenishment is needed or not. 
Introducing forced decisions within the frame of an activity requires an understanding 
of the consequences and purpose for each possible action. This means that if an action 
plan, limited by discrete options, for achieving a target is to be deployed one must 
have a clear view of what is to be achieved and the methods and tools available. 

3.3.1.4 Ambiguos ends and low task instrumentality 
None of the game elements, within the theoretical frame of this thesis, are found to 
work particularly well in an environment characterized by ambiguous ends and low 
task instrumentality (i.e. a market or traditional control type). Exceptions are those 
game elements that are independent of the means-ends relationship mentioned in the 
introduction of this analysis (see section 3.3.1). These elements, however, are equally 
likely to work in any other environment within the frame of this means-ends analysis.  

3.3.1.5 Summary of means-ends analysis 
This analysis indicate that most game elements, as components of a behavioral game 
require either a high task instrumentality or unambiguous ends in order to function 
properly, and preferably both. This implies that work situations in which a 
bureaucratic style of control is considered most appropriate will constitute the most 
appropriate situations for a gamification initiative, as 19 available game elements can 
be applied. Further, work situations in which a charismatic style of control (13 
available game elements) or a collegial style of control (9 available game elements) is 
appropriate will be somewhat appropriate situations also for a gamification initiative. 
Lastly, work situations in which a market or traditional style of control (6 available 
game elements each) is considered appropriate will be the least appropriate situations 
for a gamification initiative. The analysis conducted in prior sections is summarized 
in table 9 below. 
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Table 9 - The applicability of game elements to the five styles of controls 

Means-ends 
relationship 

Game element Style of control 

Bureaucratic Charismatic Collegial Market Traditional 
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Targets Yes Yes No No No 

Progress Yes Yes No No No 

Competition Yes Yes No No No 

Levels Yes Yes No No No 

Points Yes Yes No No No 

Recognition Yes Yes No No No 

Status Yes Yes No No No 
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y Time pressure Yes No Yes No No 

Scarcity Yes No Yes No No 

Social pressure Yes No Yes No No 
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y Puzzles Yes No No No No 

Renewal Yes No No No No 

Forced decisions Yes No No No No 
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Chance Yes Yes Yes Yes Yes 

Novelty Yes Yes Yes Yes Yes 

Teamwork Yes Yes Yes Yes Yes 

Currency Yes Yes Yes Yes Yes 

Data Yes Yes Yes Yes Yes 

Sensation Yes Yes Yes Yes Yes 

3.3.2 Summary of analysis RQ2 
RQ2: How can a performance management model based on gamification be adapted 
to drive employee engagement in different work situations? 

As both the concept of gamification and the concept of management control deals 
with the challenge of influencing behavior of people they are assumed to share the 
same underlying principles for how behavior is to be influenced in different situations. 
On the basis of this logic, the framework, proposed by Macintosh and Quattrone 
(2010), for determining an appropriate style of management control (see figure 9, 
p.29) can be applied analogously to gamification in order to determine an appropriate 
configuration of a behavioral game. By applying this framework to gamification four 
different behavioral game configurations can be identified, each based on a specific 
style of management control. This implies that any situation, in which a specific style 
of control is appropriate, will be limited to a specific set of game elements (see figure 
12 below). The limitation is derived on the basis of the game elements’ functionality 
with regards to the uncertainty of the means-ends relationship in the given situation. 
The situation that has been identified as the most appropriate starting point for a 
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gamification initiative is a work situation characterized by unambiguous ends and a 
high task instrumentality (i.e. transactional work activities), as this environment 
allows most game elements to work properly (19 available game elements). This is 
also the environment in which a bureaucratic style of control is considered most 
appropriate. 

 
Figure 12 - Available game elements based on the style of control 

Now that an approach as to how the model can be adapted to different work situation 
has been found the next section will present a summary of the analysis conducted for 
RQ1 and RQ2. This summary will present the model in its entirety and how it can be 
used to promote employee engagement within the performance management process 
in different work situations. 

3.4 Summary of analysis RQ1 and RQ2 
The frame of the model is outlined by the three components of the PMC: performance 
and development agreements, managing performance throughout the year, and 
performance review and assessment (Armstrong, 2009). These three components 
should be considered a continuous process in which each component recurs within a 
specific time frame (e.g. quarterly, semiannually or annually). The core of the model 
consists of the work activity that has been selected as subject for the gamification 
concept (i.e. the activity that has been embedded in a behavioral game). The activity’s 
suitability for the gamification concept is evaluated on the basis of the appropriate 
style of control, which is one of the five presented by Macintosh and Quattrone 
(2010) in section 2.6.1. As an activity, which can be considered as either transactional 
or as tacit, has been selected as subject for the gamification concept, hence embedded 
in a behavioral game, the behavioral game will be included as part of the three 
components of the PMC. This means that each component of the PMC will include 
both game and non-game aspects (e.g. performance agreements will be determined for 
activities both inside and outside of the behavioral game). This is outlined in figure 13 
below. 
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Figure 13 - An adaptable model combining gamification and performance management 

3.5 Formulation of the third research question 
As the first two RQ’s has been answered adequately, by forming the model described 
in section 3.4, the research may proceed by further investigating the third RQ. 
Consequently, the third RQ posed in chapter one of this thesis can be altered, on the 
basis of the conclusions drawn from RQ1 and RQ2, to be more indicatively as to what 
organizational setting the model should be adapted to. Based on the findings from the 
second RQ the most appropriate work situation for this model should be a work 
situation characterized by a bureaucratic style of control (i.e. a transactional work 
activity). A complete formulation of the third RQ is stipulated below. 

RQ3: How can a performance management model based on gamification be adapted 
to drive employee engagement in an organization engaged in a transactional work 
activity? 

As the third RQ now has been established the research may proceed according to the 
planned course of action (see section 1.5). The first step to the approach of answering 
the third RQ is to elaborate the methodology for the following case study. 
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4 METHODOLOGY 
This chapter provides the reader with an overview of the operational methodology for 
this thesis. This includes an outline of the conditions for the case study used for 
enabling an adaptation of the model developed in chapter three. 

4.1 Research strategy 
The research purposes are commonly classified into three different categories: 
exploratory, descriptive and explanatory (Saunders, Lewis & Thornhill, 2009). A 
study may encompass more than one type of category (Ibid.) and it may also change 
during the course of the research (Robson, 2002). An exploratory study is useful when 
one seeks to clarify the nature of a problem (Saunders et al., 2009). Robson (2002, 
p.59) proposes to use an exploratory study when attempting to reveal “what is 
happening; to seek new insights; to ask questions and to assess phenomena in a new 
light”. While pursuing an exploratory study it is of researchers interest to 
acknowledge a sense of flexibility. As knowledge is gathered along the study it is 
important to be willing to change direction as a consequence of the new insights 
(Saunders et al., 2009). According to Robson (2002, p.59) the goal with a descriptive 
research is “to portray an accurate profile of persons, events or situations”. Such a 
study may be an extension of a prior exploratory research (Saunders et al., 2009). 
Lastly, the explanatory research seeks to explain relationships between variables in a 
given problem or situation, or rather, try to recognize a casual relationship. This 
relationship can be pursued by analyzing the correlation between variables (Ibid.). 

Based on the nature of the stipulated research questions this research was approached 
with an exploratory purpose. This is because the two major components included in 
the study, gamification and performance management, have not been combined in 
previous research, according to the review of relevant literature. The first research 
question can be considered exploratory since the attempt was to explore whether the 
two concepts of gamification and performance management could be combined into a 
model for driving employee engagement. Furthermore, the second research question 
explored the applicability of the model in relation to transactional and tacit work 
activities, which sought to build more knowledge of which type of work activity that 
would be most appropriate for a gamification initiative. Finally, as the model and its 
most appropriate area of application was established, the third research question 
sought to explore, and increase, the robustness of the model by adapting it to, and 
evaluating it in, an organizational setting characterized by transactional work 
activities. According to the research purpose the following section continues with 
describing the approach taken to data collection and data analysis employed for this 
thesis. 

A general approach is to apply either a qualitative or quantitative approach to 
distinguish between procedures regarding data collection techniques and data analysis. 
A qualitative technique is generally characterised by data collection techniques (such 
as in-depth interviews) and analysis techniques (such as data categorization) that 
generates non-numerical data whereas a quantitative technique is characterized by 
data collection techniques (such as questionnaires) and analysis techniques (such as 
graphs or statistics) that generates numerical data (Ibid.). 

Since this thesis sought to build knowledge and gain a deeper understanding of the 
use, and applicability, of a combination of gamification and performance management 
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the data collected as well as the data analysis technique was chosen to be of 
qualitative nature.  

4.2 Research methodology 
There are several research methodologies to employ for researchers and they can be 
used for different purposes, as described in section 4.1. The methodologies are 
commonly divided into five categories: experiment, survey, archival analysis, 
historical and case study. Considering which methodology to use, one can rely on 
three different conditions: the form of the research questions, the extent of control of 
the behavioral events that an investigator has over the subjects, and the degree of 
focus on contemporary events in the research, see table 10 below. (Yin, 2009) 

Table 10 - Research methodologies (Yin, 2009, p.8) 

Considering the form of research questions that has been established, this thesis has 
attempted to answer “how” questions, which narrows the alternatives down to three, 
experimental, historical analysis and case study (Yin, 2009). Further, this thesis has 
been interested in contemporary events, which rules out the historical analysis (Ibid.). 
Hence, this thesis was left with two alternative methodologies: experimental and case 
study. As it was challenging to secure control of the behavioral events within the area 
studied the research methodology that was most appropriate for this thesis was a case 
study which Robson (2002, p.178) defines as “a strategy for doing research which 
involves an empirical investigation of particular contemporary phenomenon within its 
real life context using multiple sources of evidence”.  

4.2.1 Case study 
As the research methodology was settled to a case study, Yin (2009) proposes four 
basic types of designs for case studies, which can be outlined on the basis of two 
dimensions: 

• Single-case design versus multiple-case design, and 
• Holistic case design versus embedded case design 

The single-case design refers to a situation where one case represents the entire 
population, whereas a multiple-case design refers to a situation where several cases 
constitute the studied population. A single-case design i preferable in situations where 
few researchers have touched the studied area or when the situation can be considered 
as typical for all possible cases within the studies area. Yin (2009), however, 
stipulates that a multiple-case design is generally preferred as it enables the findings 
to be replicated to learn whether the findings occur in more than one case. (Yin, 2009) 

Method Form of  
Research question 

Requires Control of 
Behavioral Events? 

Focuses on  
Contemporary Events 

Experiment How, why? Yes Yes 

Survey Who, what, where, how 
many, how much? No Yes 

Archival Analysis Who, what, where, how 
many, how much? No Yes/No 

Historical How, why? No No 

Case Study How, why? No Yes 
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A holistic case design refers to a situation where only the global nature of an 
organization or program is studied (Yin, 2009), which means that only one unit of 
analysis is considered. An embedded case design, however, includes more than one 
unit of analysis by also paying attention to a subunit or subunits (Ibid.). 

With the first two research questions as a base, the third research question was 
approached with a single case strategy. This decision was justified by the findings of 
the literature review, which indicated that no prior studies were available on the 
phenomenon that constitutes the basis for this study. Although the concept of 
gamification has been applied and tested on working environments before (e.g. Korn, 
2012; Pivec, Dziabenko & Schinnerl, 2003; Witt, Scheiner, Robra-Bissantz, 2011), it 
has not yet been integrated into the concept of performance management, according to 
the literature review performed in this study. 

The idea was to focus on a specific work situation characterized as a transactional 
work activity, on the basis of the model developed in RQ1 and RQ2. Further, to gain 
sufficient knowledge of the work situation, the unit of analysis was triangulated 
through several organizations engaged in this work situation. Thereafter, an 
exploration of an adaptation of the model was pursued, based on the knowledge 
gathered, and followed up by an evaluation with regards to applicability of the 
adaptation. The unit of analysis that was selected for this case study is elaborated 
below. 

4.2.1.1 Unit of analysis 
According to Yin, the core of the case study, which defines the actual case, is referred 
to as the unit of analysis and can be anything from an individual or a group to some 
event or entity (Yin, 2009). Central to the definition of the case is that it should be 
considered a real-life phenomenon (i.e. within spatial, temporal, and other concrete 
boundaries) and not an abstraction such as a topic, an argument or a hypothesis (Ibid.). 
The unit of analysis can, however, be held flexible as to its specific definition and 
delineation, as it may be subject for modification as new discoveries arise during the 
data collection phase (Ibid.).  

The unit of analysis addressed in this thesis was the primary work situation of 
organizations engaged in the road transportation industry (i.e. a haulage firms), which 
was identified as truck driving. Any activity that was considered as supporting or 
conditional to the driving was also considered relevant to include within the frame of 
this definition. A central role considerd for this activity was the truck driver, together 
with roles that has responsibilities for the truck drivers in terms of operational support 
(i.e. transportation management), personal and professional development (i.e. human 
resource operations), and organizational performance (i.e. controlling).  

There are several reasons why truck driving has been interesting to investigate in 
terms of employee engagement. Firstly, it was reasonable to consider truck driving as 
a transactional work activity due to the highly established task instrumentality and the 
unambiguous ends associated with it. This rendered as a suitable area for 
implementation of a gamification initiative, on the basis of the conclusions from prior 
section. Furthermore, as truck driving was considerd to be performed repetitively and 
in a routinely manner it was perceived as unstimulating and tedious, which could 
cause unengaged and detached employees. This provided an opportunity for a tool 
that seeks to engage employees and thereby increase their performance. High 
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performing drivers, in terms of general vehicle operation and fuel-efficient driving, 
was considered to be a potentially important aspect for any organization engaged in 
the road transportation industry, both from an environmental and economical point of 
view. Drivers that drive safely on the road and drive more fuel-efficiently were 
considerd as likely to both reduce accidents related to traffic and also contribute to the 
overall profitability of the organization. It was also reasonable to assume that this is 
an industry that faces challenges in recruitment of labor, and that the transportation 
industry, would embrace any means available to retain employees by engaging them 
in their work. 

4.2.1.2 Sample selection 
The final preparatory step before the formal data collection was the selection of cases 
to be part of the case study (Yin, 2009). To ensure that relevant cases were identified 
a set of operational criterias were defined from which candidate cases could be 
deemed qualified or not (Yin, 2009). This section presents the basis, in terms of 
operational criterias, used to select a case for this thesis. 

The haulage firms that were identified as relevant for the thesis was divided into three 
main sample categories, long haul, construction and distribution. Haulage firms 
engaged in long haul activities are firms offering transport solutions that span multiple 
days, meaning that drivers usually are travelling long distances and spend the main 
part of their daily work on the road. Firms engaged in construction activities are firms 
that either remove or provide construction sites with raw materials such as gravel, soil 
or building components. Firms engaged in distribution activities are firms offering 
extradition of goods to either individuals or businesses. These gods may vary in kind 
but are either dispatched as packages or pallets, which also demands different types of 
vehicles. The distribution firms relevant for this thesis were engaged in extradition of 
pallets, as this activity demands a truck size and driver skills corresponding to the 
prior two categories. Both construction and distribution activities are often carried out 
locally, which enable drivers to operate according to a fixed schedule and starting 
point every day. The three sample categories are summarized in table 11 below. 

Table 11 - Sample categories 

Based on the identified categories of haulage firms the operational criteria for this 
case study was defined as: 

• firms that were engaged in any of the three sample categories, 
• whose primary activity involved driving, and 
• operated with heavy trucks (i.e. trucks whose weight exceeds 3,5 tons) 

4.3 Data collection method 
The data collected during research can be categorized into two types: primary data 
and secondary data. Which of these categories the data will be sorted into depends on 
the source from which the data has been derived (Walliman, 2001). The case study 

Category Activity 

Long haul Transport that span multiple days 

Construction Remove or supply construction sites with raw materials 

Distribution Extradition of packages or pallets to individuals or businesses. 
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conducted in the context of this thesis was entirely based on primary data, which this 
section on data collection method elaborates further on. 

4.3.1 Primary data 
Primary data, collected from primary sources, are data that can be considered 
undisturbed by intermediary interpreters and derives from direct, detached 
observations or measurements of any real-world phenomena (Walliman, 2001). The 
data collection can, according to Yin (2009), be concentrated to six sources of 
evidence: documentation, archival records, interviews, direct observation, participant 
observation and physical artifacts. In this thesis, the primary data mainly was obtained 
by conducting interviews; to some extent also by direct observations.  

The data obtained from interviews was collected through individual semi-structured 
interviews using four different interview guides, each of which sought to cover a 
specific role of the case in order to enable the researchers to gain a comprehensive 
view of the situation. These roles included the truck driver, the transportation manager, 
the human resource manager and the controller. Each interview guide was based on a 
list of themes and guiding questions that the researchers intended to cover during the 
course of the interviews. All of the interviews were conducted in Swedish and then 
reproduced (see chapter five) into English. To address the issue of ensuring that a 
sufficient amount of interviews were conducted, Saunders et al. (2009) recommend 
that qualitative data should be continually collected until data saturation is reached, 
meaning that additional data was collected until it provided few, if any, new insights. 
The semi-structured interviews enabled this approach in such a way that some themes 
were allowed less focus, and eventually omitted as they became saturated and some 
themes were allowed more focus as the knowledge gained by prior interviews enabled 
a deeper discussion. 

The data obtained from direct observation was collected by passively participating in 
the daily work of a selected number of truck drivers within the studied case. The 
purpose of the observation was to investigate whether the truck drivers would act 
differently compared to what they say or intended to during the interviews. As an 
important part of the case study was to learn about the personal profile of the 
individuals performing the activity involved in the actual case the attitudes and non-
verbal cues exerted by the truck drivers during their daily work were considered as 
likely to provide a relevant complement to the data collected through the interviews. 

The answer to RQ3 required a comprehensive view of the case situation at hand. In 
order to provide sufficient data for producing this view, four professional roles were 
identified as key sources of data. Table 12 below presents all interviewees that were 
related to the third research question. 
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Table 12 - Interview participants 

As the data collection method for this case study has been established the next section 
continues with an elaboration on how this data has been analyzed.  

4.4 Data analysis 
When interpreting the empirical findings of a case study there are five analytical 
techniques that can be employed (Yin, 2009). These five techniques include pattern 
matching, explanation building, time-series analysis, logic models and cross-case 
synthesis (Ibid.). This thesis employed a pattern matching analysis technique, which 
according to Yin (2009) is conducted by comparing an empirically based pattern with 
a predicted one. This thesis combined several theoretical concepts into a model, which 
was compared with the empirical patterns. More specifically, as the main purpose of 
this thesis is to identify whether gamification can be combined with more established 
scientific theory into a model for driving employee engagement, the empirical 
patterns of the case situation were compared with the findings of RQ1 and RQ2 in 
order to form knowledge of how the findings can be matched and adapted to the case 
situation. Hence, the data analysis involved describes the adaptation of the model to 
the case situation to drive employee engagement.  

4.5 Method problems 
In order to mitigate method problems, two particular areas were emphasized in the 
research design: validity and reliability. Validity is concerned with whether the 
findings in the research are really about what they appear to be about (Saunders, 
Lewis & Thornhill, 2009). Reliability, however, relates to sustainability of the data 
collection techniques and analysis process to yield consistent findings (Ibid.). In order 
to establish the quality of the research in respect to validity and reliability, Yin (2009) 
proposes four tests commonly used: construct validity, internal validity, external 
validity and reliability. Yin (2009) further proposes that specific tactics are used to 
deal with these tests during the course of the case study. Each quality test, its 
respective tactics and the appropriate phase of research used, are summarized in table 
13 below. 

Interviewee Date Duration Category Interview guide 

Truck driver I 2013-04-16 3 hours Construction Appendix I 

Truck driver II 2013-04-17 4 hours Distribution Appendix II 

Truck driver III 2013-04-17 4 hours Distribution Appendix II 

Truck driver IV 2013-04-18 8 hours Long haul Appendix II 

Truck driver V 2013-04-19 1 hour Long haul Appendix II 

Truck driver VI 2013-04-22 1 hour Long haul Appendix II 

Truck driver VII 2013-04-24 1 hour Long haul Appendix II 

Truck driver VIII 2013-05-03 3,5 hours Distribution Appendix II 

Truck driver IX 2013-05-03 3 hours Distribution Appendix II 

HR manager I 2013-04-24 1,5 hours Distribution Appendix IV 

Controller I 2013-04-24 1,5 hours Distribution Appendix V 

Transport manager I 2013-05-06 1 hour Long haul Appendix III 

HR manager II 2013-05-13 1 hour Distribution Appendix IV 
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Table 13 - Case study tactics for four design tests (Yin, 2009, p.41) 

As the tactics proposed by Yin (2009) can be used to strengthen the quality of the 
research, attention has been paid to those tactics that are relevant for this thesis. This 
is further explained in terms of their respective application to this thesis together with 
appropriate tacticts. 

4.5.1 Construct validity 
The tactics Yin (2009) proposes for constructing validity is the use of multiple 
sources of evidence, to establish a chain of events and to have key informants review 
the draft of the case study report. This thesis has used multiple sources of evidence. 
The investigation of the research subject was based on a triangulation of 
documentation (i.e. theory), interviews and to some extent direct observation (i.e. 
observation of the truck drivers). Furthermore, the data collected by the use of 
interviews was triangulated in that the question topics were discussed with several 
informants from different hierarchical levels. This made it possible to confirm or deny 
statements provided by informants. In addition, key personnel at Luleå University of 
Technology have reviewed the case study report in order to strengthen the construct 
validity. 

4.5.2 Internal validity 
The internal validity refers to the extent to which findings can be attributed to 
interventions rather than any flaw in the research design (Saunders, Lewis & 
Thornhill, 2009). The internal validity is relevant primarily to explanatory and causal 
studies and imposes a logic that is inapplicable to exploratory studies (Yin, 2009). As 
this thesis is of an exploratory nature the internal validity test was considered 
irrelevant and it was therefore excluded. 

4.5.3 External validity 
The tactics proposed by Yin (2009) for supporting the external validity test is the use 
of theory in single-case studies and the use of replication logic in multiple-case 
studies. The research in this thesis was based on an investigation of a single-case, 
which per definition reduces its ability to generalize. Therefore, the purpose of this 
study was to investigate the situation of this single-case and to provide conclusions 
that could be used by follow-up studies made in other research settings. 

Tests Case Study Tactics Phase of research in 
which tactic occurs 

Construct validity 
Use multiple sources of evidence 
Establish chain of evidence 
Have key informants review draft case study report 

Data collection 
Data collection 
Composition 

Internal validity 

Do pattern matching 
Do explanation building 
Address rival explanations 
Use logical models 

Data analysis 
Data analysis 
Data analysis 
Data analysis 

External validity Use theory in single-case studies 
Use replication logic in multiple-case studies 

Research design 
Research design 

Reliability Use case study protocol 
Develop case study database 

Data collection 
Data collection 
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4.5.4 Reliability 
In order to strengthen the reliability of this thesis the data collected from the case 
study (including notes, documents and tabulations) was documented and organized in 
a case study database. The case study database has been formally structured and is 
presentable to the potential interest of other investigators This, according to Yin 
(2009), is a way of strengthening the reliability of the entire case study, as other 
investigators are not limited to only the written report. Furthermore, the case study 
database was complemented with a digital library containing audio recordings of all 
interviews conducted within the case study. This enables other potential investigators 
to access the information and facilitates the review process as the information 
provided by informants can be replayed in retrospect. 

A means to further strengthen the reliability of the research is to maintain a chain of 
evidence (Yin, 2009). The underlying principle of the chain of evidence is to enable 
other investigators to follow the derivation of the case study questions to the ultimate 
study conclusions and further trace the process either way (i.e. from conclusions back 
to the case study questions or the opposite way). The chain of evidence for this thesis 
was constructed by organizing the case study database in categories corresponding 
with the presented findings (in chapter five). The sources of information documented 
in the case study database were organized on the basis of its relevance to the research 
questions. For documentation collected through interviews the interview guide served 
as a link between the case study questions and the research questions of this thesis. 

As of the data collected by the use of interviews and direct observation Robson (2002) 
asserts that there may be four threats to reliability: participant error, participant bias, 
observer error and observer bias. The threats for participant error or bias was 
addressed by collecting data during a neutral time of the week (to ensure that 
participants were neither more nor less enthusiastic over their working situation) and 
by as far as possible selecting participants that differed in terms of age, gender and 
work experience. Further, the participants were assured that the information provided 
would be kept anonymous to eliminate the potential risk for superiors to use the 
information to the disadvantage of the participant. The threats for observer error and 
bias was addressed by, as far as possible, having both authors participating during the 
interviews to ensure that all interviews were performed and interpreted coherently. 
Robson (2002) further asserts that the interview guide should be designed so that 
there is no or little risk for interviewees to misinterpret the questions. This problem 
was addressed by having a pilot interview performed in advance. This enabled the 
authors to test and evaluate the design of the interview guide. 
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5 CASE STUDY 
This section presents the data gathered within the frame of this study. The focus of the 
case study is to enable an answer to the third research question, which consists of two 
main building blocks: the performance management cycle and the behavioral game.     

5.1 Presentational structure 
The case study conducted in this thesis will be presented in two main parts. The first 
part will provide a general description of how haulage firms address issues related to 
the performance management of their drivers. This will be drawn partly from the 
drivers’ point of view and of those engaged in transport management, human resource 
operations and controlling. This will provide the empirical findings required for 
designing the first part of the model, which was developed in RQ1. The second part 
will provide a description of the work situation of the truck driver, through the ten 
components that constitutes the behavioral game (see section 2.4.2). This will provide 
the empirical findings required for designings the latter part of the model that was 
developed in RQ2.  

5.2 Part one - Performance management 
The first part of the case study will provide empirical findings related to RQ1, and 
more specifically how haulage firms address issues related to performance 
management. The empirical findings presented in this section has been collected 
through interviews with individuals representing all four roles of the hauling firm (see 
4.3.1 primary data) and will be structured and summarized according to the 
corresponding components of the performance management cycle. 

5.2.1 The performance management cycle 
This section presents the case study from the performance management perspective, 
based on the three components in the PMC (Armstrong, 2009). The sources of 
information for this case study are truck drivers, transportation managers (or 
dispatchers), controllers and human resource managers. 

It has been identified that haulage firms are engaged in the professional development 
of their drivers, although the structure of their engagement varies according to this 
case study. The truck drivers interviewed and observed are, or have been, part of in-
job training, however most of it while being mandatory due to transportation 
legislations. Both drivers and managers acknowledge that they (haulage firms) have 
an outspoken interest in truck drivers’ well-being and truck drivers’ professional 
development. Their respective performance management cycles do not necessarily 
appear as very formal. Some drivers testify that it is a natural part of their monday 
mornings, as that is an occasion where the manager and a group of drivers gathers 
around the table for a chat before heading out for a week long tour. Hence, the 
intervals are quite different when comparing between firms. Although, it has been 
identified that both the truck drivers’ attitudes toward professional development and 
the haulage firms’ structures and ambitions for professional development influences 
the individual drivers actual professional development. 

5.2.1.1 Performance and development agreements 
The truck drivers describe a broad range of structures and initiatives similar to the 
performance and development agreements, ranging from well-structured annual talks 
to unstructured talks around the table at the office whenever there is a need for it. 
However, the use of documented development plans for each driver is, according to 
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the drivers, rare. The drivers indicate that the documentation of agreements on 
performance and development is rarely shared with them or may not even exist. On 
the topic of documentation, one driver expresses his expectations as not having a clue 
of whether the documentation of his performance and development agreement is done, 
or why it even would be beneficial. 

The expectations on the truck drivers are often, according to the truck drivers and 
managers, focused on delivery of the goods being transported, such as delivery of the 
right product, at the right place and in the right. All drivers informs that they are 
expected to perform this delivery while driving fuel-efficiently, and without damaging 
the truck, which is further supported by a manager. The responsibilities are typically 
concerned with merely the truck and its current load, and that the carriage reach its 
given destination in time. Most truck drivers appreciate this level of responsibilities, 
as it gives them an opportunity to be in control of their own situation, one haulage 
manager explains. The approach to the competence of truck drivers are among most 
professionals interviewed related to the level of driver’s licence6, the experience of 
the driver or to any potential special certificate (e.g. ADR7). The truck drivers, 
however, recognize that there are extensive differences in the skills associated with 
driving, such as rollout, cruise control and planning ahead to avoid breaking, but that 
managers are unable to monitor it because they lack any system for measuring these 
specific skills8. 

The truck drivers informs that objectives in haulage firms are mostly centered on fuel 
consumption and the quality of delivery, such as the amount of correct deliveries 
made on time and in place. These objectives are stipulated either for the entire 
haulage firm or for a smaller group or shift, and followed up during quarterly or 
monthly group meetings or merely advertised on a notice board in the delivery 
terminal. The drivers further recognize that no individual objectives are set as means 
for reaching these overall firm objectives, even though many truck drivers 
interviewed indicate that they would find it interesting. One truck driver explicitly 
informs that he would likely be more motivated were he to be responsible for an 
individual objective. 

The expected outcomes of the truck drivers’ performance, such as on delivery and 
fuel consumption, are recorded in detail by haulage firms. Outcomes related to 
delivery have a higher priority for firms engaged in distribution than those engaged in 
long haul and construction. According to the observations made, distribution firms 
measure the amount of correct deliveries by using handheld computers for scanning 
pallets and packages that are loaded and unloaded. The amount of correct deliveries 
are referred to as quality of delivery and are measured as a percentage of correct 

                                                
6 The Swedish driver’s licence includes a variety of levels (i.e. AM, A, A1, B, BE, C, CE, D och DE) 
indicating the competence of the licence holder. The drivers involved in this study are required level C 
of the driver’s licence. 
7 Moving dangerous goods by road is governed by international regulations and is strictly policed. 
Most European countries are signed up to the European Agreement concerning the International 
Carriage of Dangerous Goods by Road (ADR). Each country which adheres to ADR implements 
specific safety measures through its own national legislation. 
8 Newly developed trucks provide means for collecting driving-specific data, including detailed 
information of roll-out, cruise control and braking. There is, however, few adequate means for, in a 
relevant way, convey this data to drivers and fleet managers. 
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deliveries in relation to total deliveries. Most interviewees inform that they strive to 
reach 100 percent quality of delivery but are currently at around 95-97 percent. Fuel 
consumption is a central measure to haulage firms as fuel corresponds to one of the 
highest costs, according to one transportation manager. Fuel consumption is measured 
in several ways. Either by manually comparing the cost of fuel to the total distance 
travelled during a session, one driver informs, or by an integrated system in the truck 
that record various data, including fuel consumption, one transport manager informs. 
Some drivers express that they have little or no influence over these parameters as the 
haulage managers set these.  

The agreements as such for the truck drivers professional development is described by 
the drivers as either connected to mandatory training, to be able to carry out specific 
tasks (e.g. transportation of dangerous goods) or advancement in the firm. The 
mandatory in-job training activities described are either related to ADR or mandatory 
periodic training for truck drivers, according to directives from the European Union. 
No driver is describing any long-term development plans, such as plans reaching 
further than the next training activity, nor does drivers mention anything like it when 
talking freely about the drivers’ profession and career, although all of them make 
remarks about their profession as more or less monotonous, and that variations to the 
job may be a solution. One driver even state that there are few opportunities to make 
changes at work as the drivers cannot affect the flow of goods, thus, cannot affect the 
job; making it sound like the current assignment being the only option. The attitudes 
to professional development do vary between the individuals as others regard in-job 
training as important and necessary for the development of competences within the 
company. Others refer to internal advancement opportunities for truck drivers (e.g. the 
role of the transportation manager or the dispatcher) or internal job rotation. The 
overall approach to professional development, however, indicates that most truck 
drivers regard it as either the change of roles or the rotation of tasks within the 
haulage firm where the truck driver is faced with more or different responsibilities, 
rather than deepening their driving competence. 

Human resource professionals, controllers and transportation managers of haulage 
firms inform that the ambition is to offer drivers a structure for professional 
development, including performance and development agreements. Some haulage 
firms have a clear structure for this, according to managers, while others do not. The 
firms with a structure for making agreements together with their drivers on 
professional development usually identifies the drivers’ needs for development during 
an regular review and agreement meeting with the employee. The haulage firms with 
a less formal structure for professional development rather lets these needs be passed 
over to managers whenever suitable.  

The managers believe that their drivers in general are satisfied with their situation at 
work and their jobs, thus they do not have any far reaching development ambitions, 
except for some truck drivers. As managers describes that there is a need to spread the 
competence in the haulage firms they also recognize the need to identify truck drivers 
with the ambitions to either develop new skills or move on with other jobs in the firm. 
Based on the dialogue described by the managers (between the managers and the 
drivers), agreements on future development can be made for the individual driver 
regarding additional training, job enlargement or future positions with the firm.  
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The empirical findings related to the performance and development agreements 
component of the PMC is summarized in table 14 below.  

Table 14 – Empirical findings related to the performance and development agreements 

Performance and development agreements 

• Varied routines regarding: 
o Documentation 
o Information sharing 

• Role profile 
o Expected outcomes is focused on delivery 
o Accountability include handling of the truck and its current load 
o Competence is mostly defined through driver’s licences and special certificates 

• Objectives 
o Focused on delivery and fuel consumption 
o Stipulated for a group or the entire firm 

• Measurement 
o Quality of delivery 
o Fuel consumption 

• Professional development opportunities through: 
o ADR training courses 
o Mandatory training 

• Personal development opportunities through: 
o Internal advancements 

5.2.1.2 Managing performance throughout the year 
Continuous management of performance is, according to the truck drivers' experience, 
not very common. If any performance management throughout the year, there is a 
weak or no connection between it and the performance agreements made between the 
truck driver and the manager, hence there may be initiatives taken to support the 
drivers development but it is not connected to the performance agreements made, 
according to the drivers. Some drivers express a wish to contribute more to the 
business and they think that it is a shame that they do not receive more adequate 
feedback on how they can contribute better. Further, many drivers say that they would 
like to receive more positive feedback as the feedback that does exist tend to be 
negative and connected only to the errors made. However, when talking about related 
subjects and when observing the drivers in action many of them are supported by 
automated tools providing feedback on parts of their performance. This is, for some 
drivers, connected to the technical support for delivering the specific service of the 
haulage firm. These systems have different functionalities, including one that notifies 
the driver when he or she has made a mistake (e.g. a package is not delivered). This 
could be interpreted as a continuous management tool, although it does not have a 
connection to the agreements made between the individual driver and the manager, 
and the systems observed are quite inflexible, hence does not allow the manager and 
the driver to incorporate the agreements made earlier. Other systems are connected to 
the driving, fuel economy in particular. One driver observed even had three different 
systems offering him immediate feedback on his driving performance. These systems 
were considered somehow confusing and ambiguous by the driver as they promoted 
different driving techniques. Further, few of these systems offered opportunities for 
the driver and the manager to adapt the driving related follow-ups to the particular 
development agreements made. This particular driver chose one of them and had 
adapted his driving technique accordingly.   
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Managers confirms the need for better instruments to measure performance, as some 
of them recognize that they do not have the opportunity to review drivers driving 
related performance, and particularly not continuously. Some managers further 
express concerns about the idea of monitoring their drivers closely as their union has 
commented on the integrity of their drivers. These managers suggests that soft factors 
connected to empowerment and participation is the key to success and by creating an 
interest for the work activities it will enable the drivers to leverage on the hard 
measures (i.e. the numerical performance indicators). Managers say that the truck 
driver and the managers must engage in a mutual process of coaching and supporting 
by offering a dialogue whenever needed. Managers suggest that more frequent 
performance reviews can complement this dialogue by following up performance and 
efforts so far and support to progress. A continuous management of the truck drivers 
is expressed to be interesting for haulage firms, concerning driving behavior and 
driving related skills. However the drivers’ ability to meet customers and deliver 
services, is also an interesting subject as managers foremost present them as in the 
service business, therefore managers have an interest in managing service related 
skills continuously. 

Another manager describes a continuous coaching system offered to their drivers that 
has proven successful in terms of fuel costs. This manager recognizes this as a 
successful initiative and explains that this coaching system will be enforced further by 
giving one of the best drivers within the haulage firm more responsibility to coach and 
support the other drivers with their driving technique, in order to perform better. This 
manager acknowledges that there are challenges with this kind of initiative. As of 
today, only a group of their drivers are engaged in the fuel-efficient driving technique 
and comments that it is hard to motivate the drivers who are in the very bottom of the 
list and instead suggest that everybody must be able to win, regardless of the starting 
point for his or her development. The same manager says that the current system 
allows him to monitor the drivers’ performance and identify opportunities for 
development, which further gives the manager the opportunity to call the driver and 
try to support him. The manager also recognises that this system, together with their 
order handling system, lets him spend more time on efforts that really makes a 
difference for the drivers instead of calling them to talk about minor administrative 
matters, which is time consuming.  

The empirical findings related to the management throughout the year component of 
the PMC is summarized in table 15 below.  

Table 15 – Empirical findings related to the continuous management 

Managing performance throughout the year 

• Weak connection between continuous management and: 
o Performance agreements 
o Performance review 

• Continuous management suffer due to lack of adequate instruments to measure performance 
• Managers express concerns about monitoring employees closely with regards to their integrity 
• Truck drivers are lacking positive feedback 

5.2.1.3 Performance review and assessment 
The drivers interviewed have few impressions of performance review and 
assessments. Their perception is that reviews are rare, or rather that it is a part of the 
annual performance and development agreement meeting, if any. Some drivers 
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explain that they do not have reviews, or that this is something that is handled when 
there is something to handle, over the phone or at the office (“I know the profession 
by now” one driver says). Some drivers address that it would be good to have more 
frequent meetings with their managers, while more frequent generally is an increase 
from none to once a year, or once a year to twice a year. Only a few of the drivers are 
sure about what is being reviewed, and suggests that these talks are about service 
quality and topics connected to the costs associated with the driver and his truck.       

The managers consider the review and assessment part differently among the haulage 
firms, similar to the performance development and agreements component. Some 
haulage firms do not carry out reviews and assessments formally while other regards 
it as an important piece of the agreements made in the previous component of the 
PMC. In these situations it is considered as favourable to adapt both the content and 
frequency of the review and assessment to the agreement made. This is done to 
provide adequate support for the individual in the developmental issue at hand; some 
will need weekly review and assessment meetings while others less frequent and with 
different contents. One of the firms is currently developing a team-based review and 
assessment initiative to support the organizations by using another, additional, 
approach to it. The team consists of employees of the firm and will (hopefully) 
provide another platform for reviewing and assessing performance, although on team 
level. The most common topics at the review and assessment meetings that managers 
talks about are concerning quality of the service offered by the haulage firm or pure 
advancements within a firm by an individual. The review and assessment meetings 
are generally not considered as stringently separate from the performance and 
development agreement meetings as it might just as well take place at the same time 
(e.g during a co-occurrent annual meeting).  

The empirical findings related to the performance review and assessment component 
of the PMC is summarized in table 16 below.  

Table 16 – Empirical findings related to the performance review and assessment 

Performance review and assessment 

• Formal (if any) performance review meetings: 
o Annually 
o Less frequently 

• Performance reviews is conducted informally whenever needed 
• Reviews are tailored to specific situations and drivers 
• Frequency of reviews may intensify as a result of performance and development agreements 
• Not separated from the performance and development agreement process 
• Truck drivers do consider more frequent reviews rewarding 

5.3 Part two - Conditions for a behavioral game 
The second part of the case study will provide empirical findings related to RQ2, 
more specifically the nature of the work situation of the truck driver. The empirical 
findings presented in this section have been collected through interviews with both 
truck drivers and transportation managers, and observations of the daily work of the 
truck driver (see section 4.3.1 primary data). The empirical data will be presented 
according to the same structure as in chapter two (see section 2.4.2), meaning that the 
presentation will begin with the conditions for the outer layer of behavioral game and 
further continue with the conditions for the skill cycle.  
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5.3.1 Conditions for the outer layer 
This section presents the empirical findings that constitute conditions for designing 
the outer layer of the behavioral game. It consists of four components: the activity, 
which is defined as truck driving, the player profile of truck drivers, the objectives of 
haulage firms, and the outcomes used within haulage firms. 

5.3.1.1 Description for the driving activity 
The truck drivers interviewed describes the main work activities as loading, driving 
and unloading trucks, or as the transportation of goods from producers to consumers. 
In addition to that, some drivers add the preparation of paperwork and regular checks 
of the truck before driving and during breaks. According to the drivers interviewed 
there are different types of driving and different types of loads, which requires 
adequate skills and in some situations appropriate certificates. The driving types are 
described by the truck drivers as distribution, construction or long haul. Distribution 
driving is described as short-distance driving that regularly starts at a distribution 
center where goods are loaded and later on distributed with frequent stops (e.g. 
distribution to stores in an urban area). Construction driving is described by truck 
drivers as the transportation of materials or equipment to or from infrastructural 
projects (e.g. asphalt for roads), a type of driving that may consist of more or less 
frequent stops for loading and unloading. The long haul driving, in contrast to the 
above mentioned types, is characterized by less frequent stops and long distance 
transportation of any type of load. Some of the long haul drivers interviewed are 
occupied with driving for several days in a row before turning back to the base of the 
haulage firm, in comparison to distribution drivers interviewed that turn back to the 
distribution center several times a day. 

Further, drivers explain that the loads that they are allowed to transport are limited to 
their personal skills demonstrated by holding different special certificates. These 
certificates, recognized as ADR, are connected to dangerous goods and can be 
acquired by completing professional courses for transporting dangerous goods. One of 
the haulage firms observed are regularly handling these types of loads, and the drivers 
at this firm are therefore limited to the loads of which they hold the appropriate 
certificates for, one driver explains. 

The observations made during the driving activity itself reveals a sub-conscious 
control of the movement of the truck along the road, together with a conscious route 
planning by the driver while controlling the load. One of the drivers interviewed 
describes the driving as steering and maintaining a steady cruise control along the 
road by using the throttle, the brakes and shifting gears. The same driver recognises 
the importance of planning ahead for a smoother driving as it is a key ingredients for 
fuel-efficient driving. The driver explains that his haulage firm is paying attention to 
the fuel economy and the potential for the business to decrease costs for fuel. Further, 
he has been encouraged to participate in a Europe-wide contest for eco-driving and 
therefore monitors his performance closely. His driving technique has been developed 
through trial-and-error while simultaneously monitoring his performance. During one 
of his workdays he demonstrates three different systems enabling him and his 
manager to monitor his current and past performance, although he expresses some 
doubts since the systems value his driving technique differently. However, he notes 
that regardless of his driving technique there are some factors that affects the fuel 
consumption that he cannot influence, as driving in a hilly environment, driving 
during wintertime or when the road is wet. Moreover, this driver’s commitment to 
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eco-driving driving goes beyond his own driving as he express that he would like to 
help others with eco-driving based on his experience and develop this driving 
technique further at the haulage firm. 

Some drivers characterize their job as feeling a sense of freedom, as they are free to 
come up with a plan on how to reach their goals. One driver even expresses 
gratefulness for not having a manager hanging over his shoulder. Although, the 
majority of the drivers interviewed make no difference regarding the driving (e.g. if 
they are driving on flat roads, uphill or downhill). They express little excitement 
about the driving itself, as they think of it is as boring to drive mile after mile. 
However, some of them describe a genuine interest for the vehicle itself and explain 
the importance of driving a clean and tidy truck. One of them even makes a remark 
about the look of the trucks as an important factor when evaluating employers; if the 
trucks are in good shape, it probably is a good haulage firm. 

In addition to the sense of freedom, drivers make comments about the driving as 
stressful as they sometimes have too tight time frames under which they are supposed 
to finish their duties. Drivers explain that this stress is either caused by the workload 
in combination with the expectations from the haulage firm, or by the legislation 
regarding driving times. The concerns regarding legislations originate from the 
drivers perception of the legislations as not being well anchored to the truck drivers 
job and profession. Drivers explain that these legislations limits their driving times 
and more explicitly that they can not drive for more than nine hours each day 
(however with the opportunity to exceed the rule twice a week, if taking a 45 minute 
break). This forces them to stop when the time is up, regardless if they are close to 
their destination or not. 

One topic that many of the drivers interviewed kept coming back to is about variation 
to the work activity. The drivers exemplifies this variation as shifting between 
different types of driving, different destinations, different loads, meeting customers, 
planning routes, doing regular checks of the truck or maintaining the truck.  

The empirical findings related to the activity, which is defined as truck driving, is 
summarized in table 17 below. 
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Table 17 – Empirical findings related to the driving activity 

The work activity for truck drivers 

• Three categories of driving: 
o Long haul 
o Construction 
o Distribution 
o Truck drivers are limited to certain types of loads according to ADR 

• The core components of truck driving 
o Maintain and adapt the speed by using the brakes, the throttle and gears 
o Maneuver on the road by steering 
o Make efficient route planning 
o Plan ahead for smooth driving 
o Control the load 

• Drivers learn and apply different driving techniques 
• The drivers considers the driving as monotonous and enjoys variation 

5.3.1.2 Description of the Player Profile 
The truck drivers interviewed share different stories regarding their attitudes towards 
achievement or enjoyment. Some drivers express an interest in learning at all times 
and that they look forward to advance within the haulage firm, such as being apart of 
the transportation management team, participating in safety development initiatives or 
figure out smart solutions for transportation assignments. These are features that can 
be considered to be driven by achievement. Some drivers pronounce the importance 
of knowing what the outcome of a job look like (e.g. a construction project) and 
performing well at work. While other performances such as driving fuel-efficiently 
and delivering loads with accuracy are mentioned by others. One of them makes a 
reflection about young truck drivers, as he suggest that they are enjoying the driving 
itself more than he does, being more senior. Other drivers express more enjoyment 
related thoughts, as they are appreciating the work that they do, like having a good 
time with colleagues, solving problems for customers or repairing trucks. While being 
proud of the work that they do as truck drivers, not least taking good care of the truck 
and helping each other out when needed. 

Many drivers enjoy the freedom that comes with the work and that they are allowed to 
take some own responsibility within the transportation assignments. While doing this, 
many appreciate the opportunity to reach out to colleagues or managers to ask for help. 
One of the issues that drivers frequently bump into, and ask for help for, is regarding 
the last distance routing and how to efficiently reach the customers’ preferred 
unloading spot, while still being able to get back out on the road smoothly. This is 
usually solved easily by calling a colleague who has been at that customer before, as 
many of them gladly share experiences to help a colleague.   

Along with these frequently occurring issues regarding where to load and unload, 
truck drivers are used to having new equipment brought into their trucks and 
introduced, which requires that they are willing and able to learn. Other learning 
occasions for the truck drivers are when learning new types of driving, how to 
transport new loads or learning new driving techniques. In these learning situations, 
many truck drivers say that they like to have a structure for learning, as they prefer an 
introduction before trying it out themselves. However trying it out themselves should 
not be considered as a subordinate activity as drivers often enjoy doing things in 
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practice, in contrast to a classroom environment. One driver interviewed describes 
that he enjoys the freedom to try out new methods for driving fuel-efficiently without 
instructions, as he mentions that the tips he gets are too basic for his level of driving 
and that he likes to provide knowledge back to the eco-driving program he is 
participating in. 

As described above, truck drivers, for the most part, are team players and they enjoy 
the glimpse of social contact they have with colleagues and the interest they share 
during interviews is much connected with the desire for acceptance of their colleagues 
in contrast to control. Some of the truck drivers, who are looking forward to another 
type of career at their haulage firm have an interest of control since as they describe 
their will to become managers in the firm. Although, the outspoken desire to belong to 
the group of colleagues is still strong, even among those truck drivers who are looking 
for opportunities to advance to managerial positions. Hence, the drivers generally 
have a social interest at work, related to the importance of being a part of the team and 
helping each other out. They regard it as more important that the haulage firm is 
prosperous and that all the drivers are doing well, compared to their individual 
accomplishments. However, some drivers that are looking for opportunities to 
advance appraise the individual progress, but still believe that it is in favor of the 
haulage firm and the colleagues. While that is a minority of drivers many of the other 
drivers, too, have a strong social interest and many of them call for more frequent 
feedback on their individual performance and accomplishments as if they would be 
partially self-interested in the sense of their opportunity to contribute better to the 
team.  

The empirical findings related to the player profile of truck drivers are summarized in 
table 18 below. 

Table 18 – Empirical findings related to the player profile 

The player profile of truck drivers 

• Some truck drivers look for opportunities to learn and advance within the haulage firm while the 
majority appreciate the job as it is and are proud of being professional truck drivers 

• Most truck drivers prefer an introduction before trying out new things themselves, and in their own 
pace while some prefer to explore themselves 

• Truck drivers desires to be apart of the community of truck driver colleagues 
• Truck drivers mainly has an social interest in the progress of colleagues and the haulage firm 

5.3.1.3 Description of the objectives 
The haulage firms are all managing their business to be profitable, and to various 
extens are they using formal long- and short-term objectives to support these efforts, 
haulage managers explain. The long-term objectives vary in character and structure 
among haulage firms. Human resource managers and controllers in haulage firms 
describes that some haulage firms uses objectives that are consciously created to 
cover different aspects of the business, while other haulage firms prioritize explicit 
single objectives (e.g. sales volume). One of the firms is keen on establishing 
objectives for setting the right norms, values and attitudes. They believe that these 
efforts facilitate the conventional and more explicit objectives that they use related to 
customer satisfaction, productivity and sustainability. This approach is applied 
together with measures taken to empower employees through work teams, with the 
purpose of enabling theses teams to continually revise and develop short-term 
objectives (also recognized as key performance indicators). According to this haulage 
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firm’s human resource manager and controller, this initiative is taken since this 
haulage firm has learned that the short-term objectives must be well anchored in the 
organisation, fully comprehensible and foremost affectable for the employees working 
with them in order for them to be effective. Regarding a future way of working with 
these objectives this haulage firm’s human resource manager stipulate that it would be 
interesting to use personal objectives adapted for the individual employee’s 
preferences. The challenge is to de-dramatize the objectives and revise them in order 
to make them more positive and try to focus less on aspects such as control and 
surveillance. 

The objectives from a driver’s point of view is often concentrated to the service 
delivery and fuel-efficiency, although, in line with the challenge addressed above, 
truck drivers are not fully embracing these objectives or are unaware of them. The 
drivers instead acknowledge ambitions of the haulage firm, such as the importance of 
the truck driver’s well-being and that the firm encourage them to support the business 
being profitable. The specific components of the truck driving itself, as the fuel-
efficiency, are generally monitored as well and the performances are shared with 
drivers within fixed intervals (e.g. monthly average fuel consumption), according to 
the drivers. In contrast, truck drivers express that the data derived from the service 
delivery is detailed and timely as the flow of goods is well monitored and deviations 
are taken care of instantly. Drivers and the haulage firm managers therefore have a 
comprehensive picture of the objectives related to this aspect of the business (e.g. 
delivery deviations). However, there are no personal objectives for the driving activity 
coming from haulage firms, according to the interviews, though personal objectives 
may be added from fuel-efficiency programs that one of the drivers use actively. One 
particular program evaluates the driver’s performance based on engine speed, 
acceleration, cruise control, braking and rollout, and compiles it to a score on 
individual drivers performance.  

The empirical findings regarding objectives used within haulage firms are 
summarized in table 19 below. 

Table 19 – Empirical findings related to the objectives 

The objectives of haulage firms  

• The use of long-term objectives varies greatly between haulage firms 
• The driver related, short-term, objectives are related to service quality or fuel economy 
o Objectives for service quality are generally comprehensive, but varies between the haulage firms 

as they offer different services 
o Objectives for fuel economy are generally less comprehensive 

5.3.1.4 Description of the outcomes 
The current positive or negative outcomes are somewhat limited due to the lack of 
objectives for truck drivers in the haulage firms. One truck driver explain that the 
outcomes therefore rarely are related to an individual truck driver’s performance. 
However, collective outcomes are used at some haulage firms. These collective 
outcomes are collective bonuses (e.g. money) or dinner parties with the truck drivers 
and their families. In one of the firms, these bonuses or dinner parties have a direct 
connection to the decreased fuel costs that the firm’s drivers has managed to save by 
driving more fuel-efficient during a period of time. While these outcomes are used in 
one of the firms, the promotion outcome is available in every firm though not used as 
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an outcome. Other outcomes that are available in haulage firms are re-trials (start over 
again) or professional training courses.  

The empirical findings related to the outcomes used within haulage firms are 
summarized in table 20 below. 

Table 20 – Empirical findings related to outcomes 

The outcomes received by truck drivers 

• Due to lack of objectives few outcomes are connected to the performance of individual truck drivers 
• Collective bonuses or treats are used and they are in some instances connected to collective 

performances 

5.3.1.5 Summary of conditions for the outer layer 
The outer layer of the behavioral game comprises four components: actions, player 
profile, objectives and outcomes. The empirical findings related to each component, 
which constitute basis for designing the outer layer, is summarized in figure 14 below. 

 
Figure 14 - Summary of conditions for the outer layer 

5.3.2 Conditions for the skill cycle 
This section presents the empirical findings that constitute conditions for designing 
the skill cycle of the behavioral game. It consists of six components divided into two 
parts: the inner layer (i.e. the actions available, the feedback received and the black 
box observed) and the core (i.e. the skills exerted, the resistance experienced and the 
resources available).  

5.3.2.1 Descriptions of the actions 
The available actions for truck drivers, in line with the areas addressed by haulage 
firm managers, are in the scope of fuel-efficient driving, relevant actions for taking 
care of the truck and service delivery. Actions related to the fuel-efficient driving are 
described by drivers as how to move the truck, with or without load, while only 
consuming the necessary amount of fuel. The intention with these actions is to 
carefully manage the kinetic energy of the truck to minimize the waste of energy. The 
actions to succeed with this fuel-efficient driving technique are described as, planning 
ahead which makes it possible to brake as little as possible (avoid stopping 
completely), rollout as much as possible and maintaining a steady cruise control (not 
over 80 km/h) as well as engine speed. A success factor is about knowing the route 
and explicitly where to take which action since it takes a few trials to find the right 
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speed before starting to roll downhill, one driver explains. The truck driver can also 
make sure that the conditions are right by keeping the truck in good shape (e.g. 
optimal tire pressure). The relevant actions for taking care of the truck is about doing 
regular checks of the truck continually as well as maintaining and repairing the trucks 
as far as it is possible given the possibilities at the haulage firm and available working 
hours, truck drivers explain. The service delivery actions concern the accuracy of the 
transportation service by having the right knowledge and techniques. These are 
actions like, loading, unloading, sorting, exploring new types of loads, new loading 
and delivery spots, and helping colleagues by spreading knowledge.  

The empirical findings related to the possible actions available for truck drivers are 
summarized in table 21 below. 

Table 21 – Empirical findings related to the actions 

The actions available for truck drivers 

• The truck drivers actions are divided in three categories 
o Fuel-efficient driving 
o Taking care of the truck 
o Service delivery 

5.3.2.2 Descriptions of the feedback 
Feedback is offered to most of the drivers and the main part of the drivers receives a 
combination of positive and negative feedback. However, some feedback is 
considered as objective, as facts about their performance and is therefore more 
objective. The positive feedback is delivered to a few, after individual jobs if 
everything went according to plan, if the truck driver managed to keep the fuel 
consumption down or if customers made positive comments. For most of the drivers, 
positive feedback is very rare and given a few times a year with little substance. This 
lack of positive feedback is something that most of the drivers express that they would 
like to receive more often. Drivers believe that this feedback can be delivered in 
several ways (face to face, through text messages or onboard computers). Negative 
feedback is regularly connected to the service delivery or the fuel consumption, 
meaning that if anything is wrong with the transportation (e.g. that a package is 
missing from the distribution driver), the driver is alerted or when the fuel 
consumption is higher than expected. Objective feedback on performance, generally 
driving performance and fuel consumption in particular is communicated rarely and 
the feedback is not at all times connected to the individual driver’s performance or 
either individual truck’s performance, which makes it challenging for drivers to 
evaluate their efforts. While some drivers has onboard support systems or mobile 
applications giving them feedback frequently about their progress and performance in 
relation to other driver’s performance.  

The empirical findings related to the feedback received by truck drivers are 
summarized in table 22 below. 

Table 22 – Empirical findings related to the feedback 

The feedback received by truck drivers 

• Positive feedback vary in haulage firms 
• Negative feedback is more common and is usually associated with: 
o Service delivery, or 
o Fuel consumption 
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5.3.2.3 Descriptions of the black box 
Several observations has been made on support systems in place, that are used by 
haulage firms or truck drivers, that resemble many of the features characterizing the 
black box. The functionalities of the black box related to service delivery is to 
automatically alert the drivers when errors are made. It is either done by the managers 
themselves (e.g. calling the driver) or through onboard computers communicating the 
errors to the driver while on his transportation assignment, one driver describes. 
Consequently, deviations are registrated by the customers who sends the information 
to the transport service provider who in turn alerts the driver to take corrective action 
if possible. In terms of driving the black box is not utilized with such precision as this 
information is not communicated upon a good or bad performance, rather on a regular 
basis (e.g. monthly). However, one haulage manager says that new trucks have all the 
functionalities needed to trigger such a black box by using the information related to 
the driving performance (which is referred to as telematics9). Hence, the black box 
could just as well be used for driving performance related if-then relations.  

The empirical findings related to the potential black box of hauling firms is 
summarized in table 23 below. 

Table 23 – Empirical findings related to the black box 

Conditions for potential black box 

• The functionality of the black box is in place in the field of service delivery 
• The black box is not or rarely used for enhancing driving performance, although new trucks enables 

it by collecting the necessary data 

5.3.2.4 Summary of conditions for part one of the skill cycle (inner layer) 
The skill cycle of the behavioral game comprises six components, which is divided 
into two parts: the inner layer and the core. The inner layer (part one) of the skill cycle 
includes actions, feedback and the black box. The empirical findings related to each 
component, which constitute basis for designing the inner layer, is summarized in 
figure 15 below. 

                                                
9 Telematics is typically an integrated use of telecommunications and informatics, also knows as ICT 
(Information and Communications Technology). The applications of this system varies but are 
commonly applied to control vehicles on the move and to track and interpret drive-specific data. 
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Figure 15 - Summary of conditions for part one of the skill cycle (inner layer) 

5.3.2.5 Description of the skills 
The skills of the truck drivers are related to categories of driving, the transportation of 
different loads (e.g. ADR), driving techniques and service delivery skills. The 
different categories of driving imply that drivers can become skillfull within different 
categories of driving (such as long haul, construction or distribution), as they are 
carried out in separate ways. The skills for specific loads regard the knowledge of 
what the driver is carrying and consequently how to handle the load. In some cases 
the drivers are required to hold special certificates in order to prove these skills, while 
many loads do not require such certificates. The driving techniques mainly 
corresponds to driving skills appropriate for fuel-efficient driving introduced earlier 
(in section 5.3.2.1), which are skills that the driver employs to reduce the fuel 
consumption while driving. The service delivery skills are linked to the haulage firm’s 
execution of the delivery of transportation services (i.e. the drivers manage to deliver 
loads with required accuracy). The challenge, according to one haulage manager, is to 
introduce the importance of valuing the customers’ needs and thereby handle the 
goods with sufficient care to be able to deliver a good service. These skills are also 
related to the driver’s social ability as the driver needs to ask for input on how to 
navigate, load and unload in order to make it right as well as social capabilities when 
supporting customers with their specific transportation needs.  

The empirical findings related to the skills exerted by truck drivers are summarized in 
table 24 below. 

Table 24 – Empirical findings related to the skills 

Skills exerted by truck drivers 

• Skills related to the different categories of driving 
• Skills related to the different types of loads 
• Driving techniques (mainly fuel-efficient driving) 
• Service delivery skills 

5.3.2.6 Description of the resistance 
Resistance exists in the haulage firms in two general forms, time pressure and 
competitions. Time pressure is generally something that truck drivers are operating 
under at all times due to the driving time legislations together with the expectations 
from customers and haulage firm managers. However, drivers perceive the time 
pressure that is applied to the transport assignments as negative and stressful. Further, 
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haulage firms trigger drivers to engage in fuel-efficient driving by arranging 
competitions, altohough a challenge addressed with competitions by one haulage 
manager, is to engage everyone in it since drivers that are performing badly or 
moderately suddenly feel that their struggle is hopeless as it is too hard for them to 
reach to the top. A general opinion among drivers concerning resistance is that it is 
negative and that they are experiencing enough pressure as it is. 

The empirical findings regarding the resistance experienced by truck drivers are 
summarized in table 25 below. 

Table 25 – Empirical findings related to resistance 

Resistance experienced by truck drivers 

• Time pressure is applied at all times during transport assignments 
• Competitions are used to engage drivers in fuel-efficient driving 

5.3.2.7 Description of the resources 
The main resources described available for truck drivers in their work environment 
are found around the truck, as the truck itself is a resource and since it carries other 
resources. The truck supports the truck driver during the transportation of goods and it 
can be equipped with additional tools to make the transportation easier for the driver, 
such as order handling systems and navigation systems. The truck is usually designed 
for its special purposes, as these kinds of resources are necessary to utilize the truck 
properly. In addition, the truck driver is supported by fuel and time, as these resources 
enables the driver to use the truck in terms of energy and lets the driver engage in the 
work activity for a restricted time period during a workday.  

The empirical findings regarding the resources available for truck drivers are 
summarized in table 26 below. 

Table 26 – Empirical findings related to the resources 

Resources available for truck drivers 

• The truck itself carry support systems for service delivery and truck handling 
• The truck driver is also supported with resources such as time and fuel 

5.3.2.8 Summary of conditions for part two of the skill cycle (core) 
The core (part two) of the skill cycle includes skills, resistance and resources. The 
empirical findings related to each component, which constitute basis for designing the 
core, is summarized in figure 16 below. 
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Figure 16 - Summary of conditions for part two of the skill cycle (core) 
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6 ANALYSIS 
This chapter provides the reader with an analysis in which the empirical findings 
presented in chapter five are compared to theoretical information and findings 
presented in chapter two and three. The objective of this analysis is to present how the 
model developed in chapter three can be adapted to a transactional work situation. 

6.1 Analysis of RQ3 
RQ3: How can a performance management model based on gamification be adapted 
to drive employee engagement in an organization engaged in a transactional work 
activity? 

The third research questions concerns the adaptation of the gamification-based 
performance management model to an organizational environment characterized by 
transactional work activities. In order to address this question the analysis is carried 
out in two steps. The first part of the analysis will compare the empirical findings with 
both theory on performance management and the theoretical findings of RQ1. The 
theoretical findings of RQ1, listed in the right column, should be interpreted as those 
game elements that have been found supportive in each aspect of the performance 
management process. The analysis will set the stage for how conclusions can be 
drawn as to how the frame of the model can be designed and how game elements can 
support the performance management process for truck drivers. The second part of the 
analysis is based on the theoretical findings of RQ2 as to the selection of work 
activity and will compare the empirical findings with the theoretical information of 
how behavioral games are constructed. This will enable conclusions to be drawn as to 
how the behavioral game (which is assumed to be in place when analyzing the first 
part) should be constructed around the transactional work activity represented by the 
case study.  

6.2 Part one: Performance management supported by game elements 
Part one of the analysis will compare the empirical findings with both the theory on 
performance management and the theoretical findings of RQ1. More specifically, this 
means that the literature on PM that can be linked to the empirical findings will be 
presented in the middle column of the tables and the theoretical findings of RQ1 in 
the right column. 

6.2.1 Performance and development agreement 
The empirical findings indicate a broad range of structures and initiatives that 
resembles the performance and development agreement component of the PMC 
(Armstrong, 2009). These initiatives, however, tend to be mostly driven by the human 
resource professionals and rarely reach an establishment among the drivers. The table 
below outlines the empirical findings in relation to the performance management 
theory and the theoretical findings of RQ1. 
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Table 27 - Analysis of the performance and development agreement component 

The empirical findings indicate that the competence of the role profile reach farther 
than merely the driver’s licence, special certificates and experience. Truck driving 
requires extensive expertise, including driving techniques such as managing engine 
speed and acceleration, planning ahead to make use of the kinetic energy of the truck 
(rollout after climbs and avoid unnecessary braking) and managing cruise control. 
This drive-specific competence is overlooked by colleagues and managers because of 
the absence of any adequate measurement tool that makes these competencies 
measurable and visible. By embedding the driving activity in a behavioral game, these 
competencies can be made measurable, visible and thereby comprehensible for both 
drivers and managers (described in detail in section 6.3), allowing a level system to be 
built around the role profile to create engagement. This level system could provide a 
nuance to the role profile and separate drivers from each other on the basis of how far 
they have reached in every aspect of their driving technique. Thus, each level may be 
used to convey accountabilities or expected outcomes related to drive-specific 
competence, as opposed to merely the truck and its current load. 

The empirical findings regarding the objectives set for truck drivers indicate a 
potential source of disengagement. The typical firm or group objectives found in the 
case study provides neither the specificity nor the difficulty required for high 
performance, according to theory provided by Locke and Latham (2002). The reasons 
why individual objectives is not set are several, including administrative difficulties of 
linking fuel consumption to individual drivers due to inadequate management tools, or 

Empirical findings PM theory Theoretical findings of RQ1 
• Varied routines regarding: 
o Documentation 
o Information sharing 

• Role profile 
o Expected outcomes is 

focused on delivery 
o Accountability include 

handling of the truck and its 
current load 

o Competence is mostly 
defined through driver’s 
licences and special 
certificates 

• Objectives 
o Focused on delivery and 

fuel consumption 
o Stipulated for a group or the 

entire firm 
• Measurement 
o Quality of delivery 
o Fuel consumption 

• Professional development 
opportunities through: 
o ADR training courses 
o Mandatory training 

• Personal development 
opportunities through: 
o Internal advancements 

• Role profile 
o Definition of expected 

outcomes, accountabilities 
and competencies 

• Objectives 
o What is to be accomplished? 
o When is it accomplished? 

• Measurement 
o How is the outcome 

measured? 
• Performance planning 
o What has to be done to 

reach objectives? 
o Setting priorities for 

improvement 
• Personal development planning 
o Self-managed learning 
o Project-work 
o Job enrichment 
o Job enlargement 

• Role profile 
o Levels 

• Objectives 
o Levels 
o Targets 
o Points 

• Measurement 
o N/A 

• Performance planning 
o Levels 
o Targets 
o Points 
o Progress 

• Personal development planning 
o Levels 
o Status 
o Novelty 
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because of plain reluctance to measuring detailed performance of the drivers for 
privacy reasons. By embedding the driving activity in a behavioral game, game 
elements as levels, targets and points can be used to assist individual objective setting, 
and thereby engage drivers rather than controlling them. The behavioral game, in 
which the main firm and group objectives are incorporated, may allow a 
decomposition of these objectives into smaller and more comprehensible targets 
available for individual truck drivers. Levels, as described above, can be used to 
provide objectives for improving competencies within any of the driving techniques 
prior referred to. Targets can be used to set specific, and individual, goals for how a 
specific skill (e.g. cruise control) is to be improved, which could be the objective to 
reach a higher level within any of the driving techniques. Points can be used as a form 
of reward within the game and used in combination with either of the prior elements. 
By linking a specified quantity of points as reward for gaining additional levels or 
reaching targets the acquisition of points may constitute an objective in itself. 

A consequence of embedding the driving activity in a behavioral game is that a 
potential agreement as to how objectives are to be measured will be complicated. The 
objectives related to the driving activity (i.e. within the behavioral game) and how 
they are measured will be determined in advance, as they will be included within the 
rules of the game, which according to Reeves and Reed (2009) must be equal for all 
engaged in the game for it to be effective. Moreover, as described in the empirical 
findings, truck drivers has little or no influence over how the objectives (i.e. quality of 
delivery and fuel consumption) is being measured, and as no individual objectives are 
set, there would be no relevance in individually agreeing on how the overall firm 
objectives are to be measured.  

The performance planning process of haulage firms primarily involve the 
identification as to whether any of the drivers in the workforce need to further develop 
their competence with higher levels of their driver’s licence, add special certificates 
for transporting dangerous goods or refreshing their driver’s licence by mandatory 
training stipulated by the government. This initiative is mainly a managerial operation 
in which drivers are approached, or required, by managers to develop their 
competence whenever the firm has demand for services requiring them. The reason 
for why the performance planning process is conducted this roughly is because of the 
lack of depth in the approach to competence mentioned in prior analysis. A behavioral 
game that illuminates competence in the form of driving techniques, such as rollout 
after climbs, cruise control and braking, may enable game elements such as levels, 
targets, progress and points to be supportive, and engaging, in the performance 
planning process in that it may provide an ability to identify key areas for 
development and improvement. A level system equal to that presented previously 
conveys the status of the drivers in every aspect of their drive-specific competence. 
This means that both drivers and managers may identify low-level competencies (i.e. 
low performing areas) and agree on how they are to be improved. Targets that have 
been stipulated for professional development (e.g. improved cruise control or 
completion of an ADR course), in combination with a visible progress, may convey 
the current status of the drivers’ professional situation in relation to the given targets. 
Drivers and managers may identify and agree on targets in which less progress has 
been made and consequently be subject for priority during a given period of time. A 
system that reward drivers with points for reaching higher levels and completing 
stipulated targets, and compiles them into a ranking system, may also be used for 
identifying areas, and specific drivers, that may be subject for improvement. 
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The empirical findings indicate that no aggressive personal development plan is 
needed for truck drivers, as most drivers consider themselves satisfied with their 
situation, and those that do not quickly advance further into transportation manager or 
any equivalent position. There are often, however, opportunities of job enlargement 
(e.g. change of route or type of load) for drivers that are interested. Although the truck 
drivers are likely to promote their personal development by taking this opportunity as 
most of those interviewed often seem to abandon it in favor of those routines they feel 
comfortable with. A behavioral game that comprise the driving activity would make it 
possible to engage drivers in job enlargement by using supportive game elements such 
as levels and status. A level system that hierarchically separates drivers in terms of 
their competence could be linked to job enlargement in that further advancement to 
higher levels require engagement in several different routes or experience in different 
types of loads. A motivating game element for drivers to pursue higher levels, and 
perform potentially demanding requirements is status, which are likely to induce low-
level drivers to put effort into advancing further. Status, however, does not come 
automatically but must be related to something desirable, which means that drivers 
with higher levels should be recognized or rewarded publicly. 

6.2.2 Management throughout the year 
The continuous management process is a key part of the PMC and can be considered 
the executive instrument for the outcome of the performance and development 
agreements made between the driver and the managers, on the basis of a performance 
review and assessment (Armstrong, 2009). The table below outlines the empirical 
findings in relation to the performance management theory and the theoretical 
findings of RQ1. 

Table 28 - Analysis of the management throughout the year component 

The empirical findings indicate that a continuous management process within hauling 
firms is not particularly common. In those situations there are such an initiative, the 
continuous management process lack connection to the performance and development 
agreements made and the performance review and assessment process. Two 
contributing factors are identified as reasons for this malfunctioning PMC. The first 
factor is the general approach to competence among professionals within hauling 
firms. The issue of personal and professional development of drivers is devoted as 
weak, although mutual, commitment from both management and truck drivers. This 

Empirical findings PM theory Theoretical findings of RQ1 

• Weak connection between 
continuous management and: 
o Performance agreements 
o Performance review 

• Continuous management 
suffer due to lack of adequate 
instruments to measure 
performance 

• Managers express concerns 
about monitoring employees 
closely with regards to their 
integrity 

• Truck drivers are lacking 
positive feedback 

• Manifests PM as a continuous 
process 

• Effective management 
involves three aspects: 
o Setting direction for efforts, 
o Monitoring and measuring 

performance, and 
o Taking necessary actions 

• Setting direction 
o Levels 
o Targets 
o Points 
o Forced decisions 
o Time pressure 

• Monitor and measure 
o Points 
o Progress 
o Levels 

• Take action 
o Recognition 
o Time pressure 
o Renewal 
o Novelty 
o Sensation 
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may come from antecedents in which the competence of truck drivers is considered 
flat and homogenous, thus not promoting development of driving techniques any 
further than those required for acquiring a specific driver’s licence or certificate. The 
situation that the first factor describes may be a result of the second factor. The 
second factor is due to a general lack of adequate instruments for measuring the 
performance of individual truck drivers. Although some instances provide evidence of 
efforts in this area the general view is that haulage firms find it complicated to address 
this issue. As most managers have no adequate instrument for continuously measure 
neither fuel consumption nor quality of delivery for individual drivers, any effective 
management of their performance will be difficult, if not impossible. Here the 
behavioral game has high potential of supporting an effective performance 
management in terms of setting direction, monitoring and measuring, and taking 
necessary actions. 

The behavioral game proposed by this analysis would, for the truck driving activity, 
support the continuous management process by automating the features of effective 
management (i.e. setting direction, managing and monitoring, and taking actions) 
using the black box (see section 5.3.2.3) rather than supporting managers to carry out 
these aspects of effective management by themselves. This requires the behavioral 
game to be linked to the telematics within the truck so that game elements within the 
behavioral game is continuously updated with information regarding the drivers 
performance in every aspect of his or her driving technique, referred to in prior 
sections. This offers the truck driver an engaging experience by enabling a continuous 
interaction (e.g. visually and/or audibly) and engagement with the features of the 
behavioral game, thereby promoting feedback, learning and development. How the 
behavioral game would automatically promote effective management will be further 
described below. 

The process of setting direction could be supported by using game elements such as 
levels, targets, points and forced decisions. Levels are a game element that can be 
applied in many different forms to provide the driver with direction and clear 
structure for advancement. It could be used to indicate the overall competence of the 
driver by encompassing the performance in every aspect of the driving technique, the 
performance of a specific skill (e.g. cruise control), or both. Targets could provide 
direction by conveying specific requirements needed to advance further (e.g. to reach 
the next level). The targets could be used for both large, long-term efforts, such as 
learning to drive a new category of load, or for smaller short term efforts, such as 
managing cruise control effectively for two hours straight. Although a plethora of 
targets may be engaging, it may also drive inefficiency. To direct engagement towards 
important targets they could be assigned value by using points as a reward for 
completion. High priority targets could be assigned more points and low priority 
targets less points. To further direct engagement, and to provide logic for acquisition 
of targets, forced decisions could be used. Targets could be determined in a way that 
forces the driver to focus effort into a specific area during a given period of time (e.g. 
to become master of long haul driving one must be engaged in long haul driving for 
three consecutive years). In addition to supporting the process of setting direction the 
behavioral game could support the continuous monitoring and measuring of 
performance. 

The process of monitoring and measuring performance could be supported by game 
elements to continuously communicate feedback on performance to both truck drivers 
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(e.g. through the telematics system within the truck) and managers (were the 
telematics system within the truck to be linked to a stationary software available for 
the manager). Those game elements that are appropriate for assisting this process are 
points, progress and levels. Points and levels, as introduced in the previous paragraph, 
may be used to communicate current performance of the truck drivers. Points that are 
collected by truck drivers as rewards for completing achievements could be compared 
to other drivers, either hidden and available for only managers or on a public ranking 
list. Either way, the current performances of truck drivers may be identified by 
managers and thereby enable opportunities for improving low performing drivers or 
offer new challenges for high performing drivers along with rewards. The use of 
levels in this manner is based on the same principle, enabling managers to identify 
low performing drivers (low level drivers) and high performing drivers (high level 
drivers). Progress could be an effective way of providing feedback by visualizing the 
performance of truck drivers in terms of their current status in relation to stipulated 
targets (e.g. two years completed out of three required to become “master of long haul 
driving”). It is based on the principle that small, meaningful achievements have high 
impact on an individual’s motivation (Amabile & Kramer, 2011), which could imply 
that a truck driver that is continuously reminded of his progress in relation to his or 
her goal will be more motivated to reach it. A measuring and monitoring process 
supported with these type of game elements would also enable some of the manual 
actions usually taken by managers to be automated by the behavioral game. 

The procedure of taking necessary actions to ensure that efforts of truck drivers are in 
line with prioritized targets set by the management may to some extent be supported 
by the use of game elements. Game elements relevant for this procedure could be 
recognition, renewal, novelty and sensation. Recognition could be used as a form of 
positive reinforcement for supporting a behavior that improves performance. This 
could be a visual award, badge or other desirable acknowledgement that is delivered 
to a truck driver after having completed a course (e.g. an additional ADR course), 
advanced to a higher level in any of the driving techniques (e.g. advanced from level 
one to level two in cruise control) or reached a specific target (e.g. after three 
consecutive years of long haul driving reached “master of long haul driving”). An 
important feature of this game element is that it should be delivered publicly, meaning 
that every truck driver should have some sort of public profile in which these awards 
or badges are presented, and is available for other truck drivers to see. Renewal is a 
game element that promotes learning through trial-and-error and can be used to 
support other game elements by enabling truck drivers to redo any assignment or 
target that they have previously failed within the behavioral game. If a specific target 
requires a distribution driver to deliver all packages on time and without errors for a 
week straight but fails, an element of renewal would automatically provide a new, 
identical target available for the truck driver to pursue. Novelty is a game element that 
would provide change within the behavioral game and thereby engage truck drivers 
by making them curious of what is to come. This element could be used to 
automatically provide new, challenging targets for truck drivers to pursue within the 
behavioral game. For example, the introduction of a one-time special offer target 
(including a corresponding badge that would be available on the truck driver’s puclic 
profile) that offers drivers an opportunity to manage their cruise control effectively 
during two weeks time. Sensation could be used to support other game elements by 
linking a visual and/or auditory experience to a situation within the behavioral game. 
Awards or badges that are delivered as recognition could be supported by a visual 
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effect that enhances the experience of receiving them, provided that the award or 
badge can be visualized on a computer screen (e.g. presented on the navigation screen 
within the truck). 

6.2.3 Performance review and assessment 
The empirical findings indicate few structured initiatives related to the performance 
review and assessment process. Rather, the approach to continuous performance 
review is to manage it whenever something comes up or informally during coffee 
breaks. The table below outlines the empirical findings in relation to the performance 
management theory and the theoretical findings of RQ1. 

Table 29 - Analysis of the performance review and assessment component 

The performance assessments are mostly carried out in a fairly unstructured way as 
problems that emerge during daily work. Those few structured initiatives that have 
been found are mainly focused on competencies related to driver’s licences and 
special certificates, which in these instances are tailored to the specific situation and 
truck driver. There is no evidence of any performance review and assessment process 
related to the individual drivers’ driving technique. This situation stems from two 
major reasons. The first is due to a general culture among truck drivers in which they 
perceive themselves as knowing all there is to know about their profession. This may 
appear understandable for those truck drivers that have acquired the maximum level 
of their driver’s licence and all special certificates needed to perform their daily work 
activities. This culture is also reflected in managers as they carry out few performance 
reviews since there is no reason when everything works the way it should. The second 
is, as identified in prior analysis, because a lack of adequate instruments for 
measuring and managing the driving technique of the truck drivers. Similar to the 
analysis of continuous management throughout the year, a behavioral game that 
revolves around the truck driving activity would provide a new dimension for 
evaluating performance related to individual drivers’ driving technique. 

The performance review and assessment process could, if used as described in 
previous sections, be effectively supported by game elements such as levels, points, 

Empirical findings PM theory Theoretical findings of RQ1 

• Formal (if any) performance 
review meetings: 
o Annually 
o Less frequently 

• Performance reviews is 
conducted informally 
whenever needed 

• Reviews are tailored to 
specific situations and drivers 

• Frequency of reviews may 
intensify as a result of 
performance and development 
agreements 

• Not separated from the 
performance and development 
agreement process 

• Truck drivers do consider 
more frequent reviews 
rewarding 

• Extensive review conducted 
less frequently 

• Provides focal point for: 
o Evaluation of key 

performance 
o Developmental issues 

• Based on the five elements of 
PM 
o Agreement 
o Measurement 
o Feedback 
o Positive reinforcement 
o Dialogue 

• Performance review and 
assessment 
o Levels 
o Points 
o Progress 
o Recognition 
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progress and recognition. Levels, built around the role profile and/or specific driving 
techniques, can be used to communicate status of current performance and provide 
basis for a more thorough evaluation of past performance. Levels, used in this manner, 
would also enable both managers and truck drivers to identify, and evaluate how far 
the driver has come in every aspect of this driving technique (e.g. levels could 
hierarchically separate the competence of managing cruise control and engine speed). 
Points would also provide basis for evaluation were they to be used as rewards for 
achievements within the game. The evaluation could be a simple comparison as to 
how a truck driver’s total accumulation of points differs from other drivers, or any 
other expected value. An element of progress would have the same purpose as of the 
continuous management process, but would also provide basis for a manager and a 
truck driver to mutually evaluate whether the truck driver is progressing according to 
expectations and, if not, take necessary actions to adjust it. Recognition would be a 
simple mean for evaluating past performance on the basis of his or her achievements, 
which could be illustrated as awards or badges of different characters. 

6.2.4 Summary of analysis part one 
The empirical findings indicate few initiatives regarding the performance 
management of individual truck drivers, in terms of the PMC. Those initiatives that 
have been identified primarily revolve around competence such as the driver’s licence 
and special certificates rather than the driving technique (management of engine 
speed and acceleration, planning ahead and use of the kinetic energy of the truck and 
the management of cruise control). Furthermore, the link between the three 
components of the PMC in these instances can be considered weak, as there is a lack 
of structure in how to continuously manage and execute the performance and 
development agreements made between drivers and managers. 

This relaxed approach to performance management of the truck drivers stems from 
two main reasons. The first reason is a lack of adequate instruments for continuous 
measurement and management of the driving technique for truck drivers. Neither 
truck drivers nor managers receive any viable feedback on the drive-specific 
performance, which render it problematic to manage any improvements within the 
drivers’ driving technique. The second reason is because of a general culture among 
hauling firm professionals in which the truck drivers perceive themselves as knowing 
most of what there is to know about their profession, combined with a management 
style that see little, or no reason for managing the performance of drivers when 
everything works as it should. 

A behavioral game that embeds the truck driving activity would provide a new 
dimension for performance management by making the driving technique a visible 
competence for both truck drivers themselves and managers. By linking the 
behavioral game to the telematics within the truck the game elements can be 
continuously updated with information regarding the drivers performance in every 
aspect of his or her driving technique. This offers the truck driver an engaging 
experience by enabling a continuous interaction and engagement with the features of 
the behavioral game, thereby promoting feedback, learning and development. 

As the analysis of how the performance management of truck drivers can be 
supported by game elements, to drive engagement and improved performance, the 
next section will involve an analysis of how the behavioral game should be 
constructed for the transactional work situation of a truck driver. 
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6.3 Part two - Presentation of the behavioral game 
Part two of the analysis is based on the theoretical findings of RQ2 as to how the 
work activity has been selected and will compare the empirical findings with both the 
theoretical information of how behavioral games are constructed and the motivational 
abilities of game elements (see section 3.1). More specifically, this means that the 
theoretical information of behavioral games will be presented in the right column of 
the tables. 

6.3.1 Analysis of the outer layer 
The following sections include an analysis of the outer layer, which involve an 
analysis of the activity, the player profile, the objectives and the outcomes. This will 
enable conclusions to be drawn as to how the outer layer of the behavioral game can 
be constructed. 

6.3.1.1 Analysis of the activity 
This section presents the analysis of the activity and contributes to RQ3 by identifying 
the opportunities regarding the activity for an adaptation of the model developed in 
RQ1 and RQ2. The table below outlines the gamification theory presented in chapter 
two and the empirical findings presented in chapter five.  

Table 30 - Analysis of the activity 

The activity chosen for the behavioral game sets the focus of the efforts (Dignan, 
2011). It is therefore relevant to consider the potential gains with a behavioral game 
together with the overall potential to stimulate the work activity with a behavioral 
game (Ibid.). The activity at hand, summarized in table 30, is therefore analysed to 
identify if it is possible to assimilate skills and if there is any potential for long-term 
engagement. It is also relevant to identify what people consider as fun or boring with 
the activity, as this is vital input when designing a behavioral game (Ibid.). The 
activity of truck driving can be divided into three general categories of driving: long 
haul, construction and distribution. Depending on the category of driving there are 
variations concerning the loads that are to be transported, which drivers must pay 
attention to in order to deliver the transportation service appropriately and to arrive at 
the destination safely. Further, regardless of the category of driving or type of load, 
drivers can apply different driving techniques. Applying different driving techniques 

Empirical findings Gamification theory 

• Three categories of driving: 
o Long haul 
o Construction 
o Distribution 
o Truck drivers are limited to certain types of 

loads according to ADR 
• The core components of truck driving 
o Maintain and adapt the speed by using the 

brakes, the throttle and gears 
o Maneuver on the road by steering 
o Make efficient route planning 
o Plan ahead for smooth driving 
o Control the load 

• Drivers learn and apply different driving 
techniques 

• The drivers considers the driving as monotonous 
and enjoys variation  

• The activity is the non-game endeavour that the 
behavioral game is to be built around, which sets 
the focus on what users are to perform better, 
differently or more frequently 

• The appropriateness for using a behavioural 
game can be determined by: 
o The possibility to assimilate skills 
o Long-term engagement potential 
o Consider if it is possible to become an expert - 

there are skills to be acquired and potential for 
long-term engagement 

• Characterize the activity and identify: 
o “Fun” parts to emphasize 
o “Boring” parts to exclude 
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means that drivers use the components of truck driving (summarized in table 30 
above) differently for a chosen purpose. One of these purposes is to carry out the 
transportation service as fuel-efficient as possible. Thus, truck drivers may learn how 
to carry out different types of driving, transport different types of loads and apply 
different driving techniques while performing the truck driving activity. Hence, it is 
possible to learn new skills connected to the truck driving activity and the three 
categories (category of driving, type of load, and driving technique) constitutes a base 
for these skills, as it is possible to become an expert within any of these three 
categories. Regarding what drivers considers fun and boring a simple distinction can 
be made as to what drivers desire and do not desire in a work day, as drivers do not 
regard particular elements of the driving as more or less fun. The drivers simply 
believe that it is more fun when they get an opportunity to vary the driving activity in 
some way (i.e. different driving type, destination, loads, meeting customers, planning 
routes, doing regular checks of the truck or perform maintenance of the truck). On the 
contrary, the drivers think that truck driving is boring when they are doing the same 
thing over and over again, without any variation. This indicates that the activity of 
truck driving has several opportunities for being embedded in a behavioral game, and 
by doing so drivers can be engaged in learning new skills to create variation in the 
future as skills are required for widespread variations. 

6.3.1.2 Analysis of the player profile 
This section presents an analysis of the player profile and will contribute to RQ3 by 
identifying a profile for truck drivers. This will enable an understanding of what is 
likely to motivate truck drivers, thereby allowing the behavioral game to be 
configured accordingly, in terms of what game elements to apply and how. The table 
below provides a summary of the input from the empirical findings and gamification 
theory elaborated in chapter two. 

Table 31 - Analysis of the player profile 

The truck drivers share diverse opinions regarding their desire for achievement as 
some of them have an outspoken interest in it, whereas other does not. Achievement 
driven truck drivers are those who look for ways to learn new skills and thereby 
qualify for new tasks, or truck drivers who are looking forward to being in the top in 
the firm when it comes to fuel-efficiency, accuracy of delivering loads or qualifying 
for internal advancements. These drivers are likely to be engaged by visualizing their 
opportunities to achieve and giving the appropriate recognition for it on individual 
level. Enjoyment driven drivers are those who are not attracted by achievement and 
are rather driven by their preferences for their daily work activity, as they have an 
interest in solving problems related to the activity, helping colleagues and not least 

Empirical findings Gamification theory 

• Some truck drivers look for opportunities to 
learn and advance within the haulage firm while 
the majority appreciate the job as it is and are 
proud of being professional truck drivers 

• Many truck drivers prefer an introduction 
before trying out themselves, in their own pace 
while some prefer to explore themselves 

• Truck drivers desires to be apart of the 
community of truck driver colleagues 

• Truck drivers mainly has an social interest in 
the progress of colleagues and the haulage firm 

• To identify how to motivate the players a set of 
four dyads is applied. 
o Achievement Vs. Enjoyment 
o Structure Vs. Freedom 
o Control Vs. Acceptance 
o Self-interest Vs Social interest 
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taking good care of the truck. These enjoyment driven drivers, in contrast to the 
achievement driven, are engaged by the norms and values through a social 
environment.  

As the behavioral game is suggested to revolve around learning skills (Dignan, 2011) 
it is relevant to consider how truck drivers prefer to learn and try out new things at 
work. The empirical findings indicate that truck drivers favor an initial guidance 
before trying out new things in practice. The truck drivers’ preferences do however 
deviate regarding the mixture of structure through instructions and guidance, or 
freedom to try out things in practice when learning. A minority of the drivers lean 
more to the freedom side of the dyad as they regard it as pleasurable (e.g. to try out 
new driving techniques). A more widespread tendency among the truck drivers is the 
orientation towards practical work and practical learning after an adequate 
introduction has been provided to guide them in the beginning. This implies a milder 
approach than a purely trial-and-error based learning process.   

On the topic of the truck drivers’ aversion or attraction to power the empirical 
findings suggest that the drivers in large rather enjoy the acceptance of others than 
having control of others. As the empirical findings identifies that truck drivers enjoy 
the contact with colleagues since most of them rarely get the opportunity as they 
normally are stationed in the truck on their own. A possible interpretation that can be 
made is that the drivers perceive risks with articulating a will to exert control of others 
as they might jeopardize the relationship with colleagues with regards to their desire 
for a social connection at work. Further, this interpretation is derived from other 
empirical findings that indicate that some truck drivers want to advance in the internal 
hierarchy and hence may have a stronger interest for control of others then articulated. 
This highlights that a behavioral game for truck drivers needs to balance this to take 
advantage of the two aspects; the ambitions of the few and the desire to belong of the 
many. Furthermore, as the truck drivers are eager to belong to the group of colleagues 
instead of making efforts for the benefit of their own the truck drivers have a clear 
traction towards social interest, opposed to self-interest. As the man ambitions on 
individual driver level rather is driven by the will to contribute even more to the 
haulage firm and the collegues. 

6.3.1.3 Analysis of the objectives 
This section presents an analysis regarding the objectives and will contribute to RQ3 
by creating an understanding of what truck drivers, within the behavioral game, could 
pursue in terms of long- and short-term objectives. The table below provides a 
summary of the empirical findings and the theoretical information presented in 
chapter two, which serves as the foundation for the analysis.  
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Table 32 - Analysis of the objectives 

The empirical findings suggest that haulage firms are using objectives to manage their 
respective businesses. The distinction between long- and short-term objectives is, 
however, not clear in all firms as they have different approaches for managing their 
businesses. Great variations is also identified as to what firms focus on, as firms seem 
to have designated areas in which they concentrate their efforts on from time to time 
(e.g. internal effectiveness or growth). What the haulage firms do have in common 
however is the objectives related to the drivers’ performance on service quality and 
fuel-efficiency. The service quality objective may appear differently as the nature of 
the services offered is quite different between firms (e.g. distribution services 
compared with long haul services). The firms also value the truck drivers’ influence 
on the service quality objective differently, as the truck drivers’ service quality efforts 
are more important when truck drivers are meeting customers often (e.g. distribution) 
compared to when contacts with customers is more rare (e.g. long haul). As the 
gamification theory (Dignan, 2011) propose that objectives are meant to provide a 
direction of efforts it may be impractical to incorporate service quality objectives, as 
the emphasis on service quality are different among firms and further differ in terms 
of what ingredients firms are focusing on within service quality. Thus, to offer a 
common direction of effort for truck drivers the service quality objective does not 
seem appropriate. Although, the fuel-efficiency issue seem more appropriate as 
objectives when designing a behavioral game. 

The empirical findings indicate that the fuel-efficiency objective is all about fuel 
economy and being environmental friendly by using minimum amount of fuel while 
driving regardless of the driving category (long haul, distribution or construction). 
This means that the long-term objective and the purpose of the behavioral game 
should be articulated as becoming a more fuel economical and a more environmental 
friendly business through fuel-efficient driving. This long-term objective can 
thereafter be narrowed down to specific short-term objectives to support the drivers 
on their endeavour towards fuel-efficiency. The empirical findings suggests that the 
specific measures that drivers can take to drive fuel-efficiently is: planning ahead, 
brake as little as possible, rollout as much as possible, accelerate quickly, maintain a 
low engine speed and manage a steady cruise control. This could constitute base for 
designing objectives for the behavioral game. A more extensive analysis regarding the 
skills required for the measures, and resources to enable truck drivers to reach these 
objectives is presented in following sections (see section 6.3.2.5 and 6.3.2.7).   

According to the theory on the behavioral game, and objectives in particular, the 
designer of a behavioral game should construct the objectives so that they are 

Empirical findings Gamification theory 

• The use of long-term objectives varies greatly 
between haulage firms 

• The driver related, short-term objectives, are 
related to service quality or fuel economy 
o Objectives for service quality is generally 

comprehensive, but varies between the 
haulage firms as they offer different services 

o Objectives for fuel economy is generally less 
comprehensive  

• Objectives dictates the direction of effort 
• Objectives are either long- or short-term 
o Long-term objectives determines when the 

game is won and provides purpose 
o Short-term objectives provide ongoing 

engagement in fulfilling the long-term 
objective by offering smaller achievements 
along the way 
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inspiring and exciting for users (Dignan, 2011). For this purpose empirical inspiration 
may be found in the analysis regarding the activity (section 6.3.1.1) and the player 
profile (section 6.3.1.2). However, as the empirical findings on the specific measures 
to take for fuel-efficient driving are possible to express in descriptive and objective 
terms (e.g. frequency or mean), the creation of objectives is proposed to stem from 
this foundation and the measures that can not be described in this manner is further 
excluded. The proposed objectives for fuel-efficient driving are further described in 
table 33 below. 

Table 33 - Proposed objectives for the behavioral game 

Game objective Objective Description Purpose 

Planning ahead - limit 
braking 
 
Slope rolling 

 
 
Quick acceleration 

 
 

 
Engine control 

 
 

Cruise control 

Braking 
 
 

Rollout 
 

 
Acceleration 
 
 
 
Engine speed 
 
 
Cruise control 

Frequency of braking 
 
 
Rollout time  
 
 
Acceleration 
effectiveness 

 
 
Mean engine speed 
 

 
Mean speed (gear 
specific) 

Minimum energy waste 
 
 
Utilize the kinetic 
energy 
 
Minimize fuel 
consumption while 
accelerating 
 
Minimize consumption 
due to engine speed 
 
Maintain optimal speed 
for minimum fuel 
consumption 

6.3.1.4 Analysis of the outcomes 
This section presents an analysis regarding the outcomes and will serve as input to 
RQ3 by providing knowledge of how the outcomes of the behavioral game should be 
formed. The table below provides a summary of the basis for this analysis, consisting 
of empirical findings and gamification theory. 

Table 34 - Analysis of the outcomes 

According to the empirical findings the truck drivers rarely experience outcomes and 
if they do outcomes are delivered rarely and collectively. This means that there are 
differences compared to what the theory on gamification suggests as the theory 
describes the occurrence of outcomes as more frequent and offers other types of 
outcomes (Dignan, 2011). A reason for this may be the general lack of structure for 

Empirical findings Gamification theory 

• Due to lack of objectives few outcomes are 
connected to the performance of individual 
truck drivers 

• Collective bonuses or treats are used and they 
are in some instances connected to collective 
performances 

• Positive or negative results (or consequences) 
during the pursuit of long-term objectives 
o Positive outcomes are used for good 

performances 
§ Game elements to be used: Novelty, 

levels, currency, points, sensation, 
recognition and status  

o Negative outcomes are used for poor 
performances  
§ Game elements to be used: Renewal and 

sensation 
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stipulating short-term objectives within haulage firms. Thus, an opportunity can be 
identified in which positive and negative outcomes, within the behavioral game, can 
be developed and applied for the truck driving activity. The gamification theory 
(Dignan, 2011) proposes that outcomes should be considered as consequences that are 
conditioned upon performance and further that the outcomes are connected to the 
objectives (e.g. those proposed in table 33). Positive outcomes may take the form of 
game elements such as levels, currency, points, sensation, recognition and status. 
These positive outcomes could be used to provide positive reinforcement related to 
good performance that can encourage truck drivers to learn and improve their 
performance. On the contrary, negative outcomes may be used to address poor 
performances and encourage the truck drivers to take corrective actions. However it is 
vital that the negative outcomes are well designed so that the drivers’ self-efficacy is 
not impaired (e.g. in accordance with Loch & Latham, 2002). Rather the negative 
outcome can be used to maintain, or increase self-efficacy by applying the renewal 
element that lets the truck driver try again, together with the sensation element to 
provide a richer experience. 

The elements suggested can be deployed to complement or replace the collective 
outcomes used by haulage firms and can further according to the theory on 
gamification (Dignan, 2011), be related to the objectives (e.g. those proposed in table 
33). The game elements are further presented together with a description of the 
purpose and how to apply them as outcomes in table 35. 

Table 35 - Proposed outcomes for the behavioral game 

Game elements as outcomes Purpose How to apply  

Positive outcomes 
1. Novelty 
2. Levels 
3. Currency 
4. Points 
5. Status 
6. Recognition 
7. Sensation 

Negative outcomes 
1. Renewal 
2. Sensation 

Positive outcomes 
1. Prevent boredom and 

stimulate truck drivers 
2. Provide direction for growth 

and how skills are acquired 
3. Encourage further efforts 
4. Encourage further efforts 
5. Recognize knowledge and 

abilities 
6. Encourage further efforts 
7. Provide a richer experience, 

promote arousal and 
engagement. 

Negative outcomes 
1. Enable learning through trial-

and-error and maintain or 
increase self-efficacy 

2. Provide a richer experience 

Positive outcomes 
1. Introduce new objectives, 

levels or visual features 
2. Level-up truck drivers 
3. Provide a scarce resource that 

enable trading 
4. Reward performance through 

points assigned to objectives 
5. Increase status by using 

levels, points, recognition or 
so called badges  

6. Reward performance through 
awards, badges, points or the 
medium used as currency  

7. Is combined (or embedded) 
with other game elements 

Negative outcomes 
1. Offer re-trials  
2. Communicate results by 

embedding sensation 

6.3.1.5 Summary of analysis outer layer 
The truck driving activity could be identified as an appropriate base for a behavioral 
game as it offers opportunities to assimilate skills, long-term engagement potential, 
and an opportunity for truck drivers (i.e. potential players) to become an expert 
(Dignan, 2011). Truck drivers further express a diverse attraction to achievement but 
show a clear traction towards freedom, acceptance and social interest, in terms of 
personality dyads, which provides an indication of what game elements that may be 



 88 

effective in motivating truck drivers. Two main objectives, service quality and fuel-
efficiency, is identified as used within hauling firms. The former objective could be 
considered a less appropriate application because of its great variation between 
haulage firms whereas the latter is more appropriate due to its homogeneity between 
the firms. It is also identified that outcomes related to individual performance is rare 
among truck drivers and that a behavioral game, and its constituent game elements, 
could, when linked to the objectives, be used as either positive or negative outcomes 
for individual performance. A complete summary of the analysis for the outer layer is 
outlined in figure 17 below. 

 
Figure 17 - Summary of analysis outer layer 

6.3.2 Analysis of the skill cycle 
This section includes an analysis of the skill cycle, which involve the inner layer (i.e. 
the actions, feedback and the black box) and the core (i.e. the skills, the resistance and 
the resources). This will enable conclusions to be drawn as to how the skill cycle of 
the behavioral game can be constructed. 

6.3.2.1 Analysis of the actions 
This section presents the analysis of the actions to RQ3 by identifying the 
opportunities regarding the actions for an adaptation of the model developed in RQ1 
and RQ2. The table below outlines the gamification theory presented in chapter two 
and the empirical findings presented in chapter five. 

Table 36 - Analysis of the actions 

The empirical findings identify actions that can be described as fuel-efficient driving, 
taking care of the truck and service delivery. As the analysis so far has suggested to 
move on with the fuel-efficiency objective this could be the main area of interest also 
for actions, as it would be contradictory to offer actions outside the scope of the 
objectives. The actions available for fuel-efficient driving according to the empirical 
findings are associated with driving technique and focuses on how the truck driver 
can carry out transportation assignments with minimum fuel consumption. These 

Empirical findings Gamification theory 

• Actions for fuel-efficient driving 
• Taking care of the truck 
• Service delivery 

• Actions are moves available for users within the 
behavioral game 

• Actions are generally additive (i.e. do more 
work) 
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actions are linked to the objectives and skills analysed above and they suggest five 
categories that may be used as basis for actions. While the five categories derived 
from previous analysis offers opportunities for different sets of actions these are 
described in general terms and focus on how to complement these with the 
gamification theory, and more specifically, game elements.  

The game elements are suggested to communicate opportunities for actions, describe 
these opportunities and offer structures for engaging in them. The communication of 
opportunities can be carried out by incorporating the targets element in the skill cycle, 
which visualizes the targets available for truck drivers (e.g. through the telematics 
within the truck). The description of the respective targets could be supported by 
levels that indicate corresponding skill level of targets and further what skill level the 
truck drivers pursues when engaging in the target. Points and status may also be used 
to describe the value of targets and to make it more desirable for truck drivers to 
engage in them, as these two elements could be used to signal what drivers can expect 
when meeting the requirements of the target. Game elements may also be deployed to 
to provide a structure for how to meet the requirements of targets through the forced 
decisions element that offers a fixed course of action for the drivers. The actions and 
corresponding game elements are summarized in table 37. 

Table 37 - Proposed actions for the behavioral game 

Actions Game elements 

• Braking challenges for new levels and points 
o The subset of action may be focused on 

braking frequency during a predetermined 
time period 

• Rollout challenges for new levels and points 
o Drivers may choose to participate by 

conducting long roll outs and thereby perform 
on individual roll outs or by having a high 
average roll out time during a predetermined 
time period 

• Acceleration challenges for new levels and 
points 
o Drivers can either accelerate quickly on 

individual opportunities or have an high 
average during a predetermined time period 

• Engine speed challenges 
o Engine speed challenges may be carried out 

by drivers when maintaining a low average 
engine speed during a predetermined time 
period  

• Cruise control challenges 
o Drivers can be challenged by maintaining a 

speed lower than 80 km/h 

Communicating challenges 
• Targets 

Describing challenges 
• Levels 
• Points 
• Status 

Structures the challenges 
• Forced decisions 

 

6.3.2.2 Analysis of the feedback 
This section presents the analysis conducted for the feedback and contributes to RQ3 
by an understanding of how and what feedback to apply within the behavioral game. 
Table 38 summarizes the basis for analysis consisting of empirical findings and 
gamification theory, which are further elaborated on below. 
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Table 38 - Analysis of the feedback 

The empirical findings suggest that feedback on performance is communicated to the 
majority of drivers in three main forms, positive, negative and objective feedback on 
performance. The feedback concerns either service delivery or fuel-efficiency as 
distinguished in previous analysis. The feedback on service delivery is generally 
based on the individual drivers’ performance and it is communicated frequently as 
driver’s makes mistaktes. On the other hand, feedback on driving performance is 
communicated less frequently and is rarely based on the individual driver’s 
performance but rather on truck or team performances. Hence, the empirical findings 
suggests that it is challenging for drivers to link the feedback recieved regarding their 
performance to their recent efforts and therefore there are few opportunities for 
drivers to take corrective actions in order to develop skills.  

According to the gamification theory, feedback should be delivered as a consequence 
of actions and the purpose is to encourage users within a behavioral game to continue 
their efforts and gain self-efficacy, as their efforts turns out successful (Dignan, 2011). 
In contrast to the empirical findings this implies a more frequent communication of 
feedback on individual level and on individual performances. The gamification theory 
suggests that there are several ways to communicate feedback within a behavioral 
game, through game elements. A practical approach suggested to describe these 
elements is to divide them into three categories recognized from the empirical 
findings: positive, negative and objective feedback. Positive feedback is 
communicated to recognize and reward performance when drivers meet the 
requirements of targets. Negative feedback is communicated to drivers in order to let 
them take corrective actions based on the information they receive. The focus on 
negative feedback may therefore be to facilitate the truck drivers’ performance instead 
of discrediting their performance. The third category of feedback, recognized as 
objective feedback, is the basis for both positive and negative feedback. The objective 
feedback may although be reformulated to continual feedback as it can support drivers 
by being available at all times which gives drivers the opportunity to evaluate their 
performance while pursuing targets. 

Thus, as feedback on driving performance is suggested to be insufficient as it is 
challenging to take corrective actions on the feedback provided according to the 
empirical findings, the gamification theory could be used to add another approach to 
feedback to drive engagement (Dignan, 2011). The gamification theory further offers 
a wide range of methods for communicating feedback through game elements, which 
is further presented in table 39. The basis proposed for feedback below is general for 
the five categories of actions suggested above and focuses on highlighting what game 
elements to apply for positive, negative and continual feedback. 

Empirical findings Gamification theory 

• Positive feedback is very in haulage firms 
• Negative feedback is more common and is 

usually associated with: 
o Service delivery, or 
o Fuel consumption  

• Feedback clarifies effects of actions and 
increases the sense of self-efficacy 

• Feedback can be communicated by using game 
elements 
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Table 39 - Proposed feedback for the behavioral game 

Actions Black box Feedback 

• Challenges communicated 
through game elements 
o Targets 
o Levels 
o Points 
o Status 
o Forced decisions 

• If the performances meet the 
requirements for fulfilling 
targets the black box activates 
the positive feedback 

• If performances does not meet 
the requirements for fulfilling 
targets the black box activates 
negative feedback 

Positive feedback 
• Novelty 
• Levels 
• Data 
• Progress 
• Points 
• Sensation 
• Status 
• Recognition 

Negative feedback 
• Renewal 
• Data 
• Progress 

Continual feedback 
• Data 
• Progress 

6.3.2.3 Analysis of the black box 
This section presents the analysis conducted for the black box and contributes to RQ3 
by providing knowledge of how a potential black box could be used within the 
behavioral game for truck drivers. The foundation for analysis, derived from 
empirical and theoretical findings is summarized in table 40.  

Table 40 - Analysis of the black box 

The empirical findings identifies that haulage firms uses black box features for service 
delivery, as support systems identifies when drivers do not deliver goods according to 
plan and further provides feedback to the driver which offers an opportunity to take 
corrective actions. In contrast, no such if-then scenarios are identified concerning the 
driving activity, thus an opportunity is identified to add this within the behavioral 
game. As modern trucks collects information on driving performance, through 
telematics systems, the conditions should be in place to enable a black box related to 
driving performance. The theoretical findings concerning the black box identifies that 
a black box manage the interplay between actions and feedback (i.e. what kind of 
feedback is provided when drivers have carried out an activity) (Dignan, 2011). In 
order to establish a black box for the behavioral game with a structure of if-then 
scenarios a starting point and an endpoint for the black box is proposed. The starting 
point for a description for the black box is suggested to be actions (as proposed in 
table 37) and the endpoint is suggested to be feedback (as proposed in table 40) and 
the interplay between these are further recognized as the black box (depicted in table 
41). The black box routes the interplay as an action is completed and either trigger 
positivt feedback (i.e. if the performance meet the requirements of targets) or negative 
feedback (i.e. if the performance does not meet the requirements of targets).  

Empirical findings Gamification theory 

• If drivers makes mistakes related to service 
delivery they informed immediately 

• No black box functionality is in place for 
driving 

• The black box manages the interplay between 
actions and feedback 

• It is governing the behavioral game through if-
then scenarios  
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Table 41 - Proposed black box for the behavioral game 

Actions Black box Feedback 

• Challenges communicated 
through game elements 
o Targets 
o Levels 
o Points 
o Status 
o Forced decisions 

• If the performances meet the 
requirements for fulfilling 
targets the black box activates 
the positive feedback 

• If performances does not meet 
the requirements for fulfilling 
targets the black box activates 
negative feedback 

• Positive feedback 
• Negative feedback 
• Continual feedback 

6.3.2.4 Summary of analysis part one of the skill cycle (inner layer) 
There are several available actions that truck drivers could perform within the context 
of a behavioral game. The main area of interest may be the actions related to fuel-
efficient driving, as these are actions identified as within the scope of the objectives. 
The feedback that truck drivers receive tends to be mostly negative and rarely related 
to individual performance, which makes it difficult for truck drivers to take corrective 
actions and develop skills. Game elements, in terms of feedback, are identified as 
supportive and can be used as positive, negative or continual feedback. Several 
support systems used by truck drivers resembles the features of a black box but do not 
contain any if-then scenarios related to the driving activity. Modern trucks have 
systems in place to collect information on driving performance (e.g. telematics) that 
could constitute a potential black box for orchestrating the behavioral game proposed 
in this thesis. A complete summary of the analysis of the first part of the skill cycle is 
outlined in figure 18 below. 

 
Figure 18 - Summary of analysis part one of the skill cycle (inner layer) 

6.3.2.5 Analysis of the skills 
This section presents an analysis of the skills and will contribute to RQ3 by providing 
an understanding of what skills that could be incorporated in the design of the 
behavioral game. The table below summarizes the empirical findings and the 
gamification theory, which serves as basis for this analysis. 
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Table 42 - Analysis of the skills 

The empirical findings (in section 5.3.2.5) indicate a variety of skills required for the 
different driving categories, different types of loads, driving techniques and service 
delivery. As the gamification theory suggest that the skills constitutes the basis of the 
behavioral game (Dignan, 2011), these four categories may serve as foundation for 
the design of the behavioral game at hand. Further, as the gamification theory 
describes skills as the specialized abilities that are being learned and developed during 
the game (Ibid.), the choice of skills must be made carefully. Three of the categories, 
driving categories, different types of loads and service delivery, can be considered as 
less appropriate as the circumstances and opportunities for usage of these skills are 
different when comparing firms and therefore it may be impractical to chose these as 
they may be irrelevant for a number of haulage firms. In addition, the analysis 
conducted regarding the objectives (in section 6.3.1.3) contributes with the 
identification of driving technique, the fuel-efficiency in particular, as an appropriate 
focus area for the behavioral game. Hence, in order to design a coherent behavioral 
game the skills need to be linked to the objectives within the behavioral game. To 
enable the formulation of skills for the behavioral game the five subordinate 
objectives to fuel-efficiency is used (see table 33 above) in which corresponding skills 
is formulated upon each subordinate objectives for fuel-efficiency. The proposed list 
of skills for the behavioral game is presented in the table below. 

Table 43 - Proposed skills for the behavioral game 

Skills 

• Drive with minimum braking 
• Roll out as much as possible 
• Accelerate quickly 
• Drive with low engine speed 
• Maintain a steady cruise control (not higher than 80 km/h) 

6.3.2.6 Analysis of the resistance 
This section presents an analysis of the resistance and will contribute to RQ3 by 
providing an understanding of how to apply resistance within the behavioral game. 
The table below provides a summary of the empirical findings presented in chapter 
five and the gamification theory presented in chapter two. 

Empirical findings Gamification theory 

• Skills related to the different driving categories  
• Skills for different types of loads 
• Driving techniques (mainly fuel-efficient 

driving) 
• Service delivery skills 

• Specialized abilities that users can put to use, 
learn and develop during the game 

• There are three categories of skills 
o Physical skills 
o Mental skills 
o Social skills 
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Table 44 - Analysis of the resistance 

The empirical findings indicate that resistance is a natural part of the truck drivers’ 
work activity. It is mainly occurring as time pressure due to legislations of driving and 
rest times, which drivers perceive as stressful and negative. However, truck drivers 
regard the driving activity as monotonous and hence dull which according to the 
gamification theory enables deployment of resistance (Dignan, 2011). The theory 
suggests that resistance can be used to create tension and prevent predictability within 
a behavioral game (Ibid.). Hence, as drivers perceive the current time pressure as 
negative but still considers truck driving as monotonous, there may be opportunities 
for resistance but applied with a great deal of caution. The game elements that are to 
be considered for deployment in order to create resistance within the behavioral game 
are: competition, chance, time pressure, scarcity and puzzles. 

The gamification theory describes competition as a way to trigger motivation and 
aggression, together with providing the ability to benchmark performance (Dignan, 
2011). As the truck drivers regard the driving itself as monotonous an element of 
competition can be used within the behavioral game in order to increase engagement 
for this activity. The findings of the player profile of the truck drivers must however 
be contemplated as the truck drivers in this case dislike to appear neither better nor 
worse than their colleagues. Therefore, competition could be more applicable if the 
competition reaches out to a larger audience than merely one team of colleagues. 
Another empirical finding vital to consider is to make all the participants winners (i.e. 
there should be no appointed losers, only different degrees of winners), since the 
drivers stuck in the bottom of a long ranking list are not likely to be motivated as they 
are too far away from the top to even try. Instead leaderboards with smaller groups of 
drivers (e.g. depending on their skill level) is suggested to motivate drivers to try 
harder. The content of the competition is preferably connected to the skills included in 
the behavioral game, thus in line with the objective towards fuel-efficient driving. 

The chance element can also be deployed to motivate truck drivers as the gamification 
theory suggests that randomness increases curiosity (Dignan, 2011). Chance may be 
used together with the novelty element to create a gap between the information 
available for the drivers and the information that is to come. This motivates the truck 
drivers to make further efforts to reduce the gap. This element can be used in any 
place of the skill cycle as long as it is not predictable. Novelty might be used by 
introducing changes in the form of visual or auditory experiences (e.g. available for 
the drivers through the telematics system). The chance element may also be new 
circumstances within the game, as new levels that encourages drivers to gain new 

Empirical findings Theoretical findings 

• Time pressure is applied at all times on 
transport assignments 

• Competitions are used to engage drivers in fuel-
efficient driving 

• Resistance is a force of opposition within the 
behavioral game that creates tension 

• Resistance introduce uncertainty and prevents 
the user from predicting the outcome 

• There are different types of game elements for 
creating resistance 
o Chance 
o Competition 
o Time pressure 
o Puzzles 
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skills in order to reach new levels, different status mediums which makes the truck 
drivers’ efforts visible, not least for other drivers, such as badges visualizing skills 
(e.g. on a public profile available for all drivers engaged in the behavioral game) and 
likewise, recognition and points can be used to trigger the truck drivers to persist.   

Time pressure is already a part of the driving activity and in its current application it 
is considered as negative and stressful by drivers. Therefore, applying the time 
pressure element as a resistance within the behavioral game must be deployed wisely 
to achieve its desired effect. The incorporation of time pressure within the drivers’ 
efforts towards specific skills may be an alternative. In such a situation, time pressure 
could be used to motivate truck drivers to learn and develop new skills faster if 
assigning time pressure while assimilating new skills. However, the degree of 
challenge for the individual truck driver must be balanced with the time pressure 
applied since time pressure increases the level of difficulty. Time pressure may 
therefore be used to fortify, and further develop skills for drivers that are somehow 
comfortable with a skill and require new challenges. 

Another resistance element that could be used is scarcity. By collecting scarce 
resources (e.g. currency) that can be used within the behavioral game (e.g. to acquire 
resources) for boosting performance or gaining status the truck drivers will become 
motivated to make efforts to collect as much of the scarce resource as they can. The 
scarce resource could be collected as rewards for completing stipulated targets within 
the behavioral game and their pursuit of these resources may further promote the 
truck drivers efforts that further lead to a state of flow, as described by 
Csikszentmihalyi (1992). However, with the ambition to design the behavioral game 
to make it stimulating, the scarce resource may not be introduced in the very 
beginning of the behavioral game, instead it could be deployed later to signal the 
truck drivers. advancement and increase resistance to make the game more 
challenging for advanced drivers. 

Resistance may be introduced in the form of puzzles, which according to the 
gamification theory challenges the users’ problem solving skills (Dignan, 2011). The 
puzzles element also ensures that there is a solution to the problem and it may 
therefore contain hints that can be displayed as the users struggle. However, as the 
empirical findings indicate that only a minority of the drivers are motivated by 
problem solving, the puzzles elements shall not be used for all truck drivers. This 
could be solved by making problem solving challenges selectable for certain badges 
instead of being a mandatory part of the skill cycle, which lets the drivers chose to 
participate or not.  

6.3.2.7 Analysis of the resources 
This section presents an analysis of the resources and will contribute to RQ3 by 
providing an understanding of what resources that can be applied within the 
behavioral game. The table below summarizes the basis for the analysis, which is 
derived from the empirical findings and the gamification theory.  
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Table 45 - Analysis of the resources 

The empirical findings identifies that the basic resources required for the activity to be 
carried out is the truck itself (with adequate support systems), time and fuel. Further, 
according to the empirical findings the drivers are negative to limiting resources, as 
they perceive that there are enough limits as it is. The gamification theory describes 
resources as both the basic resources as the ones identified and resources that are 
specific for the behavioral game, which drives motivation in accordance with the 
player profile (Dignan, 2011). This means that there may be opportunities to introduce 
new resources for the truck drivers within the behavioral game and avoid making 
changes to the basic resources, or at least do it with caution. This could be done by 
introducing the currency element within the behavioral game, which is a virtual 
resource (e.g. virtual money) that the truck driver can collect and exchange for virtual 
or physical features. Based on the empirical findings related to the player profile this 
may be truck related features as this seem to be regarded as important and brings 
pleasure to the truck driving experience. By using this virtual currency as a resource 
truck drivers could acquire features to a virtual truck or any similar virtual platform 
(or profile), which further opens up for an element of status. These features could be 
anything from a new paint job to headlights or tires, which signals that the drivers has 
performed well and thereby have deserved a nice (virtual) truck. This may also be 
connected to the drivers ability to develop new skills as drivers could connect this 
way through a community that enables them to share ideas on how to drive fuel-
efficient, hence deserve more virtual resources. These kinds of resources, in the form 
of virtual money, may be distributed on the basis of performance, which motivates the 
truck drivers to develop skills further. 

6.3.2.8 Summary of analysis part two of the skill cycle (core) 
A variety of skills are exerted by truck drivers within their profession but only those 
supporting the driving technique is identified as relevant for the behavioral game. 
This is because skills related to the driving technique is identified as most 
contributing to fuel-efficient driving, which is identified as the most appropriate 
objective of the behavioral game. Resistance is by truck drivers considered a natural 
part of their profession, although they consider the truck driving activity as 
monotonous. This means that there are opportunities to apply resistance, however, 
wisely. Such resistance could be chance, competition, time pressure and puzzles. The 
truck drivers is identified as negative to the idea of further limiting their current 
resources, which indicate that the behavioral game should only use new forms of 
resources such as a currency that enables driver to acquire features for a virtual profile. 
A complete summary of the analysis of the second part of the skill cycle is outlined in 
figure 19 below. 

Empirical findings Gamification theory 

• The truck itself carrying systems supporting 
systems of service delivery and truck handling 

• The truck driver is also supported with the 
resources time and fuel 

 

• Spaces and supplies that users have or can 
acquire within the behavioral game 

• The resources can be both physical goods or 
spaces, and virtual  
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Figure 19 - Summary of analysis part two of the skill cycle (core) 
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7 FINDINGS AND CONCLUSIONS 
This chapter presents the findings and conclusions of this thesis, which includes 
answers to each research question in descending order. The conclusions are based on 
the analysis presented in chapter three and six. 

RQ1: How can gamification be combined with performance management to create a 
model for driving employee engagement? 

The first RQ is answered on the basis of the literature study presented in chapter two 
and the analysis conducted in chater three of this thesis. It can initially be concluded 
that most organizations are engaged in some form of performance management 
process and that the PMC is a well-recognized model for this operation. For this 
reason the PMC constitute an appropriate platform for combination with the 
gamification concept. Furthermore, four underlying assumptions can be concluded as 
forming the basis for this model, which is elaborated in table 46 below: 

Table 46 - Assumptions underlying the model 

On the basis of these four assumptions it can be concluded that the PMC can, to 
various extents, be combined with game elements to drive engagement during the 
performance management process. This can be done by applying a layer of game 
elements to each component of the PMC and the performance management activities 
being conducted within each component, as outlined in figure 20 below. Game 
elements can be supportive in the performance and development agreement process 
by providing structure for advancement and abilities to assigned detailed 
accountabilities and expected outcomes and an easy way of stipulating future targets 
for both professional and personal development. Game elements can also support the 
continuous management by offering means for effective management, such as for 
setting direction, measuring progress and the taking of necessary actions. Furthermore, 
game elements can support the performance review and assessment process by 
offering comprehensive input on individual performance that can be evaluated by 
both employees and managers mutually. 

List of assumptions 

• The performance management process is assumed to take the form of an ongoing cycle consisting of 
three components (Armstrong, 2009): 
o Performance and development agreement 
o Management of performance throughout the year 
o Performance review and assessment 

• The profession of which the PMC concerns must have at least one activity embedded in a behavioral 
game (Dignan, 2011) 

• Game elements can be used individually in the purpose of driving employee engagement 
• All three components of the PMC must be linked (directly or indirectly) to the behavioral game for 

it to be effective 
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Figure 20 - The performance management cycle supported by game elements 

As it has been concluded that game elements can be used to effectively support the 
performance management process of an activity embedded in a behavioral game, and 
thereby engaging employees within this process, the next section will present how this 
model can be adapted depending on work situation. 

RQ2: How can a performance management model based on gamification be adapted 
to drive employee engagement in different work situations? 

As both the concept of gamification and the concept of management control deals 
with the challenge of influencing the behavior of people they are assumed to share the 
same underlying principles for how behavior is influenced in different situations. On 
the basis of this logic the framework, proposed by Macintosh and Quattrone (2010), 
for determining an appropriate style of control can be used as a proxy for determining 
an appropriate configuration of the behavioral game embedding the activity of which 
the gamification based performance management model revolves around. 

By using this framework a work situation’s appropriateness to the gamification 
initiative, in terms of a behavioral game, can be determined on the basis of a means-
ends analysis. This analysis should evaluate the constituent game elements’ 
functionality on the basis of their requirements for goal clarity and understanding of 
means. On the basis of the analysis conducted in this thesis it may be concluded that 
most game elements require, in order to function properly, either a high task 
instrumentality (i.e. an understanding of the means for performing an activity) or 
unambiguous ends (i.e. the possibility of stipulating clear goals). Further, some 
elements require both high task instrumentality and clear goals. This implies that 
work situations in which a bureaucratic control style (i.e. transactional work 
situations) is appropriate will also be the most appropriate situation for a gamification 
initiative whereas work situations in which a market or traditional style of control is 
appropriate (i.e. tacit work situations) will be the least appropriate situation for a 
gamification initiative. Figure 21 below outlines the results of the means-ends 
analysis conducted in this thesis of which a conclusion can be drawn as to how the 
performance management model based on gamification can be adapted to different 
work situations. 
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Figure 21 - An overview of the applicability of game elements 

Now the previous two research questions has been answered, which resulted in a 
model in which performance management and gamification is combined, to drive 
employee engagement. The model will further be adapted to an organizational setting 
engaged in a transactional work situation, which is presented in the next section. 

RQ3: How can a performance management model based on gamification be adapted 
to drive employee engagement in an organization engaged in a transactional work 
activity? 

The conclusions drawn from RQ2 provides basis for selecting a case study, with an 
organization engaged in a transactional work activity as the focal point, which for this 
thesis is the work situation of truck drivers. It can be concluded that the performance 
management process within haulage firms is assigned low priority, and that it depends 
on two main reasons of which the the first is because practices are limited due to 
culture (i.e. the attitude towards truck drivers’ competence) and the second because of 
lack of adequate instruments for measuring and communicating individual 
performance. It can be further concluded that the model developed in this thesis can 
be deployed as an instrument in order to drive employee engagement in the setting of 
a truck driver. 

The instrument proposed in this thesis assumes that the behavioral game, and its 
constituent game elements, are linked to the truck from which information of the 
driver’s driving technique is derived (i.e. service as input to the behavioral game). 
This would in turn enable support for a more sophisticated performance management 
process around the truck driving activity. How each game element contributes to 
supporting this process is outlined in figure 22 below. 
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Figure 22 - Game elements as support for the performance management process 

As it has been concluded how the performance management process can be supported 
by a behavioral game, and its constituent game elements, the following section will 
conclude how the behavioral game should be designed. 

A behavioral game for truck driving can be created, according to this thesis, by 
establishing a foundation of objectives (i.e. key result areas) and by recognizing the 
subset of skills of driving. This thesis conclude that the establishment of objectives 
shall be done by creating a common ground on desired objectives among haulage 
firms, which anchors the behavioral game to the objectives of the respective 
businesses. This enables the design of a continuous skill cycle, which emphasizes 
positive reinforcement and facilitates development of driving techniques (i.e. fuel-
efficient driving). The behavioral game can thereafter drive employee engagement by 
incorporating a set of opportunities for drivers to pursue new skills and support their 
pursuit by providing comprehensive feedback connected to individual performance, 
both continually and in the form of outcomes linked to stipulated targets. As truck 
drivers gradually assimilate skills, engagement can be fortified by applying elements 
of resistance and hence the behavioral game can be made continuous. 
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8 DISCUSSION AND FURTHER RESEARCH 
This chapter presents the discussion and further research of this thesis, which 
includes a discussion regarding organisational implications, an ethical discussion, 
drawbacks of gamification and future research. 

8.1 Who should be responsible for the behavioral game 
A relevant question that may have emerged is, “who should be responsible for the 
behavioral game?” This question can be addressed by dividing the responsibility 
among the functional roles required to maintain a behavioral game during a 
foreseeable future. Three roles are identified which can be described as: the 
participant, the moderator and the administrator. The participant is the main target for 
the behavioral game, thus one who engages in the content within the behavioral game. 
The responsibility of the participant is, in a minimum sense, to be a passive part of the 
game. Authors (Dignan, 2011; Reeves & Reed, 2009) emphasize volition as an 
important feature for making games interesting and engaging, which means that the 
participant should be offered the opportunity to determine their own level of 
involvement within the behavioral game, and therefore not suitable for any extensive 
responsibility. The moderator’s responsibility is to ensure that new participants are 
given the opportunity to take part of and are integrated in the behavioral game. 
Further, the moderator should ensure that existing participants are able to continue to 
engage in the behavioral game by providing relevant information and support. It 
might be practical to let a participant assume the moderator role as an engaged 
participant are well aware of how to support other participants. The administrator’s 
responsibility is to design, develop and, if necessary, change the behavioral game. 
Further, the administrator ensures functionality and integrity of the behavioral game, 
and that the outcome of the behavioral game meets its desired outcome. Therefore it is 
necessary to staff the administrator role with caution, as it is imperative to ensure 
integrity and reliability if the behavioral game is to maintain for any foreseeable 
future. Managers may consider to keep the administrator role separate from the 
moderator and the participant, as it is likely to assume that an administering role, 
combined with a moderating or participating role, could lead to situations where the 
administrators rights are violated to the benefit of moderator’s or participants own 
self-interest.  

8.2 Ethical discussion 
The concept of gamification undeniably has a powerful ability to engage people in a 
variety of different settings. Further, as the concept demonstrates its strengths, 
managers and designers of behavioral games may want to consider the ethical issues 
that come with it. When stipulating on the engagement of people one might want to 
consider a rephrased version: manipulation of people, which highlights one of the 
ethical issues related to the outcome of the behavioral game. As the game is applied 
on non-game contexts one can expect non-game effects with regards to the 
conclusions of this thesis. As legislations in the field of gamification is not existing 
(or are rare) at this time, the social responsibilities must be contemplated with the 
effect on peoples lives in mind. Another ethical issue is concerning all the data that is 
collected on all parts of the performance in the scope of this thesis, which may have 
implication on peoples’ integrity. This implies that this concept has to be used with a 
great deal of caution and with considerable responsibility. To avoid social violations 
the business may want to consider measures to handle these ethical issues. One 
possible measure is age restrictions, as children are not equipped with the same ability 
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to neither reflect on possible outcomes of the game nor take the responsibility of these 
outcomes. The business also may want to inform the participants of their sacrifices 
related to integrity and the potential outcomes of the behavioral game in order to let 
them reflect on these issues.  

8.3 Drawbacks with gamification 
Although the concept of gamification, and the areas in which it is applied, should be 
considered different from the virtual world of games it still suffer from some of the 
major drawbacks common in these virtual games. Whenever there is a system of rules 
and obligations there will be people who oppose it, either on the basis of a plethora of 
viable reasons or just because they enjoy sabotaging for other people. There will 
always be those who try to “game” the system by cheating and exploiting loopholes of 
the system. This becomes an even bigger problem were the behavioral game to be 
linked to things such as salary, bonuses or promotions (i.e. things that have real 
implications for peoples’ lives). 

8.4 Further research 
This thesis has provided knowledge of how gamification can be used in a work 
situation characterized as a transactional work activity, on the basis of its relative 
simplicity with regards to the design of a behavioral game. As this thesis conclude 
that such an adaptation of the gamification concept is successful for driving employee 
engagement it would be interesting to further explore the opportunities to study other 
work environments. However, considering the approach to distinguish work activities, 
it may be fruitful to adapt the model to other work activities characterized as 
transactional, another potential application for the adapted gamification concept may 
be more complex work environments such as tacit work situations (i.e. situations that 
lack either clear goals or an understanding of the means). Such a conceptual 
exploration may be just as relevant, as an application on tacit work activities brings 
potential benefits for business due to lack of engagement caused by too complex or 
overwhelming tasks. 

Furthermore, as this thesis merely provides a conceptual rationalization of the prior 
introduced concepts ability to create engagement and improve performance it would 
be interesting to test its actual effects. Both performance and work engagement are 
quantifiable measures that can be tested and evaluated in an organizational setting, 
which could provide further robustness to the model or illuminate areas in need of 
further development. 

Moreover, this thesis has provided knowledge of how gamification can be used to 
support a tactical tool for managing individual performance such as the performance 
management process. It would be interesting to explore whether the gamification 
concept could be used in a strategic initiative for managing the performance of entire 
units or businesses. Incorporating gamification as a strategic concept may be used to 
receive significant benefits, notably competitive advantages when it comes to areas 
such as recruiting, retaining and training talent and gaining customer loyalty. 
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APPENDIX I – TRUCK DRIVER (PILOT) 
 

 A.1 

INTERVIEW GUIDE: TRUCK DRIVER, PILOT 
Interview guide as support for interviews with truck drivers. 

Intervjuguide till stöd för intervju med lastbilschaufförer.  

Intervjun består av diskussionsämnen som handlar om lastbilschaufförens dagliga 
arbete och lastbilschaufförens attityder. Diskussionsämnena representerar 
temaområden som stöds av ett antal tillhörande frågor som ställts där så har varit 
nödvändigt för att främja ett svar eller resonemang. 

INTERVJUSTÖD KOPPLAT TILL BEHAVIORAL GAME 

Aktiviteten 
• Vad gör en lastbilschaufför? 

o Hur ser en arbetsdag eller arbetsvecka ut? 
o Vilka uppgifter ingår i lastbilschaufförens normala arbetsdag? 
o Vilka arbetsuppgifter är inte en del av din arbetsdag/arbete?  
o Hur många timmar av arbetsdagen sitter chauffören bakom ratten och 

hur många timmar om dagen gör chauffören annat? 
• Vad innebär arbetsaktiviteten lastbilskörning? 

o Vilka delmoment kan arbetsaktiviteten delas upp i? 
o Vilka delmoment gör du helst? 
o Vilka delmoment väljer du helst bort?   

• Hur genomförs en körning? 
o Först, därefter, därefter och så avslutas körningen med.. 
o Vad finns det för olika typer körning? 

• Hur kan arbetsaktiviteten variera? 
o Under dagen eller veckan? 
o Beroende på typ av lastbilskörning? 
o Beroende på åkeri?  
o Hur skulle du själv vilja variera arbetsaktiviteten? 

• Vad är mest roligt eller stimulerande med arbetsaktiviteten? 
o Hur ser en bra arbetsdag ut för en lastbilschaufför? 
o Vad är det som gör den bra? 
o Vilka är de bästa ögonblicken när du ser tillbaka på en bra arbetsdag, 

då du har haft kul? 
• Vilka moment under körningen uppskattar du mest? 
• Om du fick välja, vad skulle du helst göra på åkeriet?  

o Vilken typ av körning skulle du vilja göra? 
o Är det något annat än körning som du skulle vilja göra? 

• Vad är tråkigt eller ostimulerande med lastbilskörning? 
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o Vad skulle du allra helst välja bort från din arbetsdag om du fick välja? 
o Hur är en tråkig dag eller vecka då du utför arbetsaktiviteten?  
o Finns det några höjdpunkter som du ser fram emot eller som du ser 

tillbaka på? 
• Hur kan arbetsaktiviteten förändras så att den blir mer stimulerande? 

o Finns det några delmoment i aktiviteten som skulle kunna förändras? 
o Finns det några delmoment som skulle kunna tas bort helt? 

Spelarprofilen 

Achievement Vs. Enjoyment 
• Vad ser du fram emot mest i din karriär?  
• Vad tycker du är roligt i ditt yrke? 
• Hur vill du att andra betraktar dig som lastbilschaufför? 
• Är det viktigt för dig hur du uppfattas av andra? 
• Hur vill du bli uppskattad eller uppmärksammad? 

Structure and guidance Vs. Freedom to explore 
• Hur är din arbetsrelation med din arbetsledare eller chef? 

o Hur har ni kontakt och vad tycker du om det? 
o Vad har ni för typ av kontakt och vad tycker du om det? 
o Hur är dina möjligheter till att göra ändringar i din arbetsaktivitet? 
o Hur hade du föredragit att det funkar? 

• Vilket stöd vill du ha i ditt dagliga arbete? 
o Resurser (ex. verktyg, mjukvaror) 

§ Hur distribueras resurser? 
§ Kan resurser distribueras i syfte att belöna eller 

uppmärksamma? 
o Support (ex. hjälp eller vägledning från din chef) 
o Output från andra (ex. ordrar är plockade på lagret) 

Control of others Vs.Acceptance of others 
• Vad tycker du om att jobba i grupp? 

o Vilka är fördelarna och vilka är nackdelarna? 
o Vad är det bästa med att arbeta i grupp? 

• Hur arbetar du när du arbetar i grupp? 
o När bidrar du som bäst? 
o Vad tycker du är roligt? 
o Vad är tråkigt? 
o Hur ser du på ditt deltagande och din prestation? 
o Hur ser du på ditt deltagande och din prestation i relation till andra? 

Self-interest in actions Vs. Social interest  
• Hur ser du på din framgång i gruppen? 
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• Hur ser du på din framgång med gruppen? 
• Vad är viktigt med grupparbete? 

o Att gruppen når målet eller att du presterar bra? 

Preferenser för färdighetsutveckling 
• Hur föredrar du att lära dig nya saker inom ditt yrke? 
• På vilket sätt vill du utvecklas inom ditt yrke? 

o Vill du bli specialist (”fördjupa dig”)? 
o Vill du lära dig flera olika saker (”bredda dig”)? 

• När föredrar du att göra det? 
• I vilken typ av miljö trivs du bäst med att lära dig nya saker? 

Målsättningar 
• Används målsättningar på ditt åkeri? Om så, hur? 

o Beskriv långsiktiga målsättningar och hur de används 
o Beskriv kortsiktiga målsättningar och hur de används 
o Använder ni KPI:er? 
o Vem sätter målen? 
o Finns det några personliga målsättningar? 

Färdighetscykeln (aktiviteten, resurser, målsättningar, motstånd och 
färdigheter) 
• Vilka handlingsalternativ finns för att uppnå respektive målsättning? 

o Finns det bra och dåliga handlingsalternativ? 
o Hur görs uppföljning av prestationen? 
o Vad kan mätas? 
o Hur kan handlingarna mätas? 

• Hur kan en prestation (bra eller dålig) uppmärksammas? 
o Hur kan det göras beroende på prestationen/utfallet? 
o Hur kan feedback kommuniceras till chauffören? 
o Vad kommuniceras idag? 

• Vilka nivåer (“svårighetsgrader”) finns det i yrket? 
o Finns det mer avancerade arbetsuppgifter? 
o Hur är en expert? 

• Hur ser de praktiska möjligheterna ut i lastbilen för att delge handlingsalternativ, 
mäta en prestation och delge feedback? 

o När kan lastbilschauffören interagera? 
o Finns det några bestämmelser på området? 

Utfall 
• Hur uppmärksammas medarbetare eller hela arbetsplatsen när mål uppnås? 

o Varför görs det? 
• Hur vill du att dina prestationer ska uppmärksammas? 
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INTERVJUSTÖD KOPPLAT TILL PRESTATIONSSTYRNING 

Övergripande 
• Engagerar sig ditt åkeri i din professionella utveckling? 

o Hur engagerar sig ditt åkeri i din professionella utveckling? 
o Vem engagerar sig? 
o Vad består engagemanget av? 

Daglig styrning 
• Hur påverkar prestationsstyrningen/den professionella utvecklingen i det dagliga 

arbetet? 
o Hur följs det dagliga arbetet upp? 
o Stakas någon riktningen för utvecklingen ut? 

§ Vem gör det? 
§ Vad kan en sådan riktning vara för den professionella 

utvecklingen? 
o Hur sätts mål för utvecklingen? 
o Hur mäts prestation? 

§ I vilken utsträckning lämnas det utrymme för eget ansvar? 
§ Vilka verktyg används för uppföljning? 
§ Vad mäts? 
§ Hur frekvent sker sådan uppföljning/mätning? 

Granskning och utvärdering 
• Hur ofta utvärderas din prestation? 
• Vad utvärderas? 
• Varför utvärderas det? 

Överenskommelse om framtida utveckling 
• Har du en utvecklingsplan? 
• Hur upplever du att ambitionen är med planen? 
• Hur kan en utvecklingsplan se ut? 
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INTERVIEW GUIDE: TRUCK DRIVER 
Interview guide as support for interviews with truck drivers. 

Intervjuguide till stöd för intervju med lastbilschaufförer. 

Intervjun består av diskussionsämnen som handlar om lastbilschaufförens dagliga 
arbete och lastbilschaufförens attityder. Diskussionsämnena representerar 
temaområden som stöds av ett antal tillhörande frågor som ställts där så har varit 
nödvändigt för att främja ett svar eller resonemang. 

INTERVJUSTÖD KOPPLAT TILL BEHAVIORAL GAME 

Aktiviteten 
• Vad gör en lastbilschaufför? 

o Hur ser en arbetsdag eller arbetsvecka ut? 
o Vilka uppgifter ingår i lastbilschaufförens normala arbetsdag? 
o Vilka arbetsuppgifter är inte en del av din arbetsdag/arbete?  
o Hur många timmar av arbetsdagen sitter chauffören bakom ratten och 

hur många timmar om dagen gör chauffören annat? 
• Vad innebär arbetsaktiviteten lastbilskörning? 

o Vilka delmoment kan arbetsaktiviteten delas upp i? 
o Vilka delmoment gör du helst? 
o Vilka delmoment väljer du helst bort?   

• Hur genomförs en körning? 
o Först, därefter, därefter och så avslutas körningen med.. 
o Vad finns det för olika typer körning? 

• Hur kan arbetsaktiviteten variera? 
o Under dagen eller veckan? 
o Beroende på typ av lastbilskörning? 
o Beroende på åkeri?  
o Hur skulle du själv vilja variera arbetsaktiviteten? 

• Vad är mest roligt eller stimulerande med arbetsaktiviteten? 
o Hur ser en bra arbetsdag ut för en lastbilschaufför? 
o Vad är det som gör den bra? 
o Vilka är de bästa ögonblicken när du ser tillbaka på en bra arbetsdag, 

då du har haft kul? 
• Vilka moment under körningen uppskattar du mest? 
• Om du fick välja, vad skulle du helst göra på åkeriet?  

o Vilken typ av körning skulle du vilja göra? 
o Är det något annat än körning som du skulle vilja göra? 

• Vad är tråkigt eller ostimulerande med lastbilskörning? 
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o Vad skulle du allra helst välja bort från din arbetsdag om du fick välja? 
o Hur är en tråkig dag eller vecka då du utför arbetsaktiviteten?  
o Finns det några höjdpunkter som du ser fram emot eller som du ser 

tillbaka på? 
• Hur kan arbetsaktiviteten förändras så att den blir mer stimulerande? 

o Finns det några delmoment i aktiviteten som skulle kunna förändras? 
o Finns det några delmoment som skulle kunna tas bort helt? 

Spelarprofilen  

Achievement Vs. Enjoyment 
• Vad ser du fram emot mest i din karriär?  
• Vad tycker du är roligt i ditt yrke? 
• Hur vill du att andra betraktar dig som lastbilschaufför? 
• Är det viktigt för dig hur du uppfattas av andra? 
• Hur vill du bli uppskattad eller uppmärksammad? 

Structure and guidance Vs. Freedom to explore 
• Hur är din arbetsrelation med din arbetsledare eller chef? 

o Hur har ni kontakt och vad tycker du om det? 
o Vad har ni för typ av kontakt och vad tycker du om det? 
o Hur är dina möjligheter till att göra ändringar i din arbetsaktivitet? 
o Hur hade du föredragit att det funkar? 

• Vilket stöd vill du ha i ditt dagliga arbete? 
o Resurser (ex. verktyg, mjukvaror) 

§ Hur distribueras resurser? 
§ Kan resurser distribueras i syfte att belöna eller 

uppmärksamma? 
o Support (ex. hjälp eller vägledning från din chef) 
o Output från andra (ex. ordrar är plockade på lagret) 

Control of others Vs.Acceptance of others 
• Vad tycker du om att jobba i grupp? 

o Vilka är fördelarna och vilka är nackdelarna? 
o Vad är det bästa med att arbeta i grupp? 

• Hur arbetar du när du arbetar i grupp? 
o När bidrar du som bäst? 
o Vad tycker du är roligt? 
o Vad är tråkigt? 
o Hur ser du på ditt deltagande och din prestation? 
o Hur ser du på ditt deltagande och din prestation i relation till andra? 

Self-interest in actions Vs. Social interest  
• Hur ser du på din framgång i gruppen? 
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• Hur ser du på din framgång med gruppen? 
• Vad är viktigt med grupparbete? 

o Att gruppen når målet eller att du presterar bra? 

Preferenser för färdighetsutveckling 
• Hur föredrar du att lära dig nya saker inom ditt yrke? 
• På vilket sätt vill du utvecklas inom ditt yrke? 

o Vill du bli specialist (”fördjupa dig”)? 
o Vill du lära dig flera olika saker (”bredda dig”)? 

• När föredrar du att göra det? 
• I vilken typ av miljö trivs du bäst med att lära dig nya saker? 

Målsättningar 
• Används målsättningar på ditt åkeri? Om så, hur? 

o Beskriv långsiktiga målsättningar och hur de används 
o Beskriv kortsiktiga målsättningar och hur de används 
o Använder ni KPI:er? 
o Vem sätter målen? 
o Finns det några personliga målsättningar? 

Färdighetscykeln (aktiviteten, resurser, målsättningar, motstånd och 
färdigheter) 
• Vilka handlingsalternativ finns för att uppnå respektive målsättning? 

o Finns det bra och dåliga handlingsalternativ? 
o Hur görs uppföljning av prestationen? 
o Vad kan mätas? 
o Hur kan handlingarna mätas? 

• Hur kan en prestation (bra eller dålig) uppmärksammas? 
o Hur kan det göras beroende på prestationen/utfallet? 
o Hur kan feedback kommuniceras till chauffören? 
o Vad kommuniceras idag? 

• Vilka nivåer (“svårighetsgrader”) finns det i yrket? 
o Finns det mer avancerade arbetsuppgifter? 
o Hur är en expert? 

• Hur ser de praktiska möjligheterna ut i lastbilen för att delge handlingsalternativ, 
mäta en prestation och delge feedback? 

o När kan lastbilschauffören interagera? 
o Finns det några bestämmelser på området? 

• Hur kan motstånd användas? 
o Tävling 
o Tidsbegränsning 
o Begränsade resurser 
o Logik 
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o När bör det appliceras? 

Utfall 
• Hur uppmärksammas medarbetare eller hela arbetsplatsen när mål uppnås? 

o Varför görs det? 
• Hur vill du att dina prestationer ska uppmärksammas? 

INTERVJUSTÖD KOPPLAT TILL PRESTATIONSSTYRNING 

Övergripande 
• Engagerar sig ditt åkeri i din professionella utveckling? 

o Hur engagerar sig ditt åkeri i din professionella utveckling? 
o Vem engagerar sig? 
o Vad består engagemanget av? 

Daglig styrning 
• Hur påverkar prestationsstyrningen/den professionella utvecklingen i det dagliga 

arbetet? 
o Hur följs det dagliga arbetet upp? 
o Stakas någon riktningen för utvecklingen ut? 

§ Vem gör det? 
§ Vad kan en sådan riktning vara för den professionella 

utvecklingen? 
o Hur sätts mål för utvecklingen? 
o Hur mäts prestation? 

§ I vilken utsträckning lämnas det utrymme för eget ansvar? 
§ Vilka verktyg används för uppföljning? 
§ Vad mäts? 
§ Hur frekvent sker sådan uppföljning/mätning? 

Granskning och utvärdering 
• Hur ofta utvärderas din prestation? 
• Vad utvärderas? 
• Varför utvärderas det? 

Överenskommelse om framtida utveckling 
• Har du en utvecklingsplan? 
• Hur upplever du att ambitionen är med planen? 
• Hur kan en utvecklingsplan se ut? 
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INTERVIEW GUIDE: TRANSPORT MANAGER 
Interview guide as support for interviews with transport managers. 

Intervjuguide till stöd för intervju med trafikledare. 

Intervjun består av diskussionsämnen som handlar om trafikledarens arbete i relation 
till lastbilschaufförens arbetsaktiviteter. Syftet med intervjun är att ta del av 
trafikledarens syn på arbetsaktiviteten ur ett arbetsfördelningsperspektiv. Syftet är 
också att verifiera de uppgifter som har lämnats från lastbilschauffören genom att 
diskutera frågeställningar som motsvarar de som lastbilschauffören har fått.   

INTERVJUSTÖD KOPPLAT TILL BEHAVIORAL GAME 

Aktiviteten 
• Vad gör en lastbilschaufför? 

o Hur ser en arbetsdag eller arbetsvecka ut? 
o Vilka uppgifter ingår i lastbilschaufförens normala arbetsdag? 
o Vilka arbetsuppgifter är inte en del av din arbetsdag/arbete?  
o Hur många timmar av arbetsdagen sitter chauffören bakom ratten och 

hur många timmar om dagen gör chauffören annat? 
• Vad innebär arbetsaktiviteten lastbilskörning? 

o Vilka delmoment kan arbetsaktiviteten delas upp i? 
o Vilka delmoment gör du helst? 
o Vilka delmoment väljer du helst bort?   

• Hur genomförs en körning? 
o Först, därefter, därefter och så avslutas körningen med.. 
o Vad finns det för olika typer körning? 

• Hur kan arbetsaktiviteten variera? 
o Under dagen eller veckan? 
o Beroende på typ av lastbilskörning? 
o Beroende på åkeri?  
o Hur skulle du själv vilja variera arbetsaktiviteten? 

• Vad är roligt/stimulerande med arbetsaktiviteten? 
o Vad är det som arbetsaktiviteten rolig eller stimulerande? 
o Vad för höjdpunkter finns det för chauffören under arbets-dagen, 

veckan och karriären?  
• Vilka arbetsaktivitetens moment uppskattas? 
• Om chauffören fick välja, vad skulle han/hon helst göra?  

o Vilken typ av körning? 
o Någonting annat än att köra lastbil? 

• Vad mindre roligt/stimulerande med arbetsaktiviteten? 
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o Vad skulle lastbilschauffören välja bort från arbets-dagen, veckan och 
karriären om han/hon fick välja? 

o Hur är den delen av arbetsaktiviteten?  
o När lastbilschauffören ser på sitt yrke, vad är det han/hon är mest 

negativ till? 
• Hur kan arbetsaktiviteten utvecklas så att den blir mer rolig/stimulerande? 

o Finns det några delmoment i aktiviteten som skulle kunna förändras? 
o Finns det några delmoment som skulle kunna tas bort? 

Spelarprofilen  

Achievement Vs. Enjoyment 
• Vad ser chaufförer fram emot mest i sin karriär?  
• Vad tycker chaufförer är roligt i sitt yrke? 
• Hur vill chaufförer att andra betraktar dem? 
• Är det viktigt för chaufförer hur de uppfattas av andra? 
• Hur vill chaufförer bli uppskattade eller uppmärksammade? 

Structure and guidance Vs. Freedom to explore 
• Hur är arbetsrelationen med lastbilschauffören? 

o Hur har ni kontakt?  
o Vad har ni för typ av kontakt? 
o Vad tycker du om kontakten? 
o Hur är chaufförens möjligheter till att göra ändringar i 

arbetsaktiviteten? 
o Hur hade du föredragit att det hade fungerat? 

• Vilket stöd ges till chauffören i sitt dagliga arbete? 
o Resurser (ex. verktyg, mjukvaror) 

§ Hur distribueras resurser? 
§ Kan resurser distribueras i syfte att belöna eller 

uppmärksamma? 
o Support (ex. hjälp eller vägledning)? 
o Output från andra (ex. ordrar är plockade på lagret)? 
o Vad anser du om stödet till chauffören? 
o Vad anser chauffören om stödet? 

Control of others Vs. Acceptance of others 
• Vad tycker chaufförer om att jobba i grupp? 

o Vilka är fördelarna och vilka är nackdelarna? 
o Varför tycker chaufförer om eller inte om att jobba i grupp? 

• Hur arbetar chaufförer när de arbetar i grupp? 
• Hur är chaufförers attityder till kontroll över andra kontra andras acceptans? 
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Self-interest in actions Vs. Social interest  
• Hur ser chaufförer på framgång i gruppen? 
• Hur ser chaufförer på framgång med gruppen? 
• Vad är viktigt med grupparbete enligt chaufförer? 

Preferenser för färdighetsutveckling 
• Hur föredrar chauffören att färdighetsutveckling går till? 

o Bli specialist (”fördjupa sig”)? 
o Bli kunnig på flera områden (”bredda sig”)? 

• Hur föredrar chaufförer att färdighetsutvecklingen går till i relation till det dagliga 
arbetet? 

o Vilka former för färdighetsutveckling föredrar chauffören (när, var, 
hur)? 

o I vilken typ av miljö föredrar chaufförer att lära sig nya saker? 

Målsättningar  
• Vilka typer av målsättningar används kopplat till ert åkeri? 

o Använder ni långsiktiga målsättningar? 
§ Hur arbetar ni med det? 
§ Varför gör ni det? 

o Använder ni kortsiktiga målsättningar? 
§ Hur arbetar ni med det? 
§ Varför gör ni det?  

Färdigheter 
• Vilka färdigheter behövs för att nå organisationens målsättningar? 

o Vilka färdigheter krävs för att nå de långsiktiga målsättningarna? 
o Vilka färdigheter krävs för att nå de kortsiktiga målsättningarna? 

§ Går det att se framför sig ett färdighetsträd med möjligheter till 
breddning eller fördjupning? 

• Hur är det möjligt för lastbilschaufförer att tillgodogöra sig nya färdigheter? 
o Hur går det till idag? 
o Hur kan det gå till i framtiden? 
o Vilka begränsningar finns det? 

§ Verktyg och metoder? 
§ Lagstiftning? 

o Hur stimuleras färdighetsutveckling? 
§ Används incitament? 

Motstånd 
• Hur kan chaufförens arbetsaktivitet stimuleras med utmaningar, tävlingar, tidspress 

och linkande?  
o Är det lämpligt? 
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o När är det lämpligt?  

Resurser  
• Vilka resurser krävs för att nå organisationens målsättningar? 
• Vilka resurser krävs för att styra arbete och utveckling?   

o Sätta upp mål? 
o Följa upp mål? 
o Ge feedback? 
o Vilka verktyg och tekniska lösningar används idag? 
o Hur kan man mäta? 
o Hur kan man fördela resurser? 

§ Vilka verktyg och tekniska lösningar finns tillgängliga? 
§ Hur kan man sätta upp mål, följa upp och ge feedback? 

Färdighetscykeln 
• Hur kan handlingsalternativ utformas? 

o Baserat på organisationens målsättningar? 
o Baserat på önskade färdigheter hos chaufförer? 

• Vilka nivåer av handlingar är lämpliga? 
o Hur kan en struktur av svårighetsgrader se ut? 
o Vad är skillnaden mellan en nyanställd och en mer rutinerad 

lastbilschaufför? 
• Vilka lämpliga utfall finns för handlingsalternativen? 

o Hur kan skillnad göras mellan de olika svårighetsgraderna? 
o Hur kan utfall se ut beroende på om prestationen är god eller mindre 

god?  
• Hur kan utfall kommuniceras till chaufförer?  
• Hur är de praktiska möjligheterna för cykeln? 

Utfall 
• Vilket är organisationens önskade utfall vid det långsiktiga målet? 

o Hur identifierar organisationen att målet är nått eller inte? 
o Hur kommuniceras utfallet?  

• Vilket är chaufförers önskade utfall vid det långsiktiga målet? 
o Hur berör utfallet chaufförer? 
o Hur föredrar chaufförer att utfallet kommuniceras? 

• Vilket är organisationens önskade utfall kortsiktiga målet? 
o Hur identifierar organisationen att målet är nått eller inte? 
o Hur kommuniceras utfallet? 

• Vilket är chaufförers önskade utfall vid det kortsiktiga målet? 
o Hur identifierar organisationen att målet är nått?  
o Hur kommuniceras utfallet till chaufförer? 
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§ Hur sker det beroende på handlingsalternativ och 
svårighetsgrad? 

§ Kan de kortsiktiga utfallen användas för att stimulera 
chaufförer? 

INTERVJUSTÖD KOPPLAT TILL PRESTATIONSSTYRNING  

Övergripande 
• Hur engagerar sig åkerier i chaufförers professionella utveckling? 

o Vem är det som är inblandad i chaufförers professionella utveckling?  
o Hur går det till i praktiken? 

Daglig styrning 
• Hur fungerar styrningen av den dagliga verksamheten för lastbilschaufförer upp 

idag? 
o Hur sätts riktning ut för lastbilschaufförens utveckling? 

§ Vem gör det? 
§ Vad kan en sådan riktning vara för professionell utveckling av 

lastbilschaufförer? 
o Hur sätts målsättningar för lastbilschauffören? 

§ Målsättningar som lastbilschauffören kan sträva emot på lång- 
och kort sikt? 

o Hur mäts prestation? 
§ I vilken utsträckning lämnas det utrymme för eget ansvar? 
§ Vilka verktyg finns tillgängliga för uppföljning? 
§ Vad sker inom ramen för uppföljning? 
§ Hur frekvent sker sådan uppföljning/mätning? 

Granskning och utvärdering 
• Hur görs utvärdering av lastbilschaufförens prestation?  
• Vad är det som utvärderas? 
• Varför utvärderas lastbilschaufförer? 
• Hur ofta utvärderas lastbilschaufförer? 

Överenskommelse om framtida utveckling 
• Hur går arbetet till med att planera chaufförers utveckling? 
• Vad kan en utvecklingsplan innehålla? 
• Vilken är ambitionsnivån? 
• Hur ser en utvecklingsplan ut? 
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INTERVIEW GUIDE: HUMAN RESOURCES 
Interview guide as support for interviews with human resources. 

Intervjuguide till stöd för intervju med personaladministratörer. 

Intervjun består av diskussionsämnen som handlar om HR-personens arbete i relation 
till lastbilschaufförens arbetsaktiviteter. Syftet med intervjun är att ta del av HR-
personens syn på lastbilschaufförers professionella utveckling och förstå hur den går 
till. Syftet är också att verifiera delar av den information som tidigare har lämnats, 
därför finns en del frågor som inte är direkt relevanta för en person som normalt 
arbetar med personaladministration. 

INTERVJUSTÖD KOPPLAT TILL BEHAVIORAL GAME 

Spelarprofilen  

Achievement Vs. Enjoyment 
• Vad ser chaufförer fram emot mest i sin karriär?  
• Vad tycker chaufförer är roligt i sitt yrke? 
• Hur vill chaufförer att andra betraktar dem? 
• Är det viktigt för chaufförer hur de uppfattas av andra? 
• Hur vill chaufförer bli uppskattade eller uppmärksammade? 

Structure and guidance Vs. Freedom to explore 
• Hur är arbetsrelationen med lastbilschauffören? 

o Hur har ni kontakt?  
o Vad har ni för typ av kontakt? 
o Vad tycker du om kontakten? 
o Hur är chaufförens möjligheter till att göra ändringar i 

arbetsaktiviteten? 
o Hur hade du föredragit att det hade fungerat? 

• Vilket stöd ges till chauffören i sitt dagliga arbete? 
o Resurser (ex. verktyg, mjukvaror) 

§ Hur distribueras resurser? 
§ Kan resurser distribueras i syfte att belöna eller 

uppmärksamma? 
o Support (ex. hjälp eller vägledning)? 
o Output från andra (ex. ordrar är plockade på lagret)? 
o Vad anser du om stödet till chauffören? 
o Vad anser chauffören om stödet? 
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Control of others Vs. Acceptance of others 
• Vad tycker chaufförer om att jobba i grupp? 

o Vilka är fördelarna och vilka är nackdelarna? 
o Varför tycker chaufförer om eller inte om att jobba i grupp? 

• Hur arbetar chaufförer när de arbetar i grupp? 
• Hur är chaufförers attityder till kontroll över andra kontra andras acceptans? 

Self-interest in actions Vs. Social interest  
• Hur ser chaufförer på framgång i gruppen? 
• Hur ser chaufförer på framgång med gruppen? 
• Vad är viktigt med grupparbete enligt chaufförer? 

Preferenser för färdighetsutveckling 
• Hur föredrar chauffören att färdighetsutveckling går till? 

o Bli specialist (”fördjupa sig”)? 
o Bli kunnig på flera områden (”bredda sig”)? 

• Hur föredrar chaufförer att färdighetsutvecklingen går till i relation till det dagliga 
arbetet? 

o Vilka former för färdighetsutveckling föredrar chauffören (när, var, 
hur)? 

o I vilken typ av miljö föredrar chaufförer att lära sig nya saker? 

Målsättningar 
• Hur används målsättningar på ert åkeri? 

o Använder ni långsiktiga målsättningar? 
§ Hur arbetar ni med det? 
§ Varför gör ni det? 

o Använder ni kortsiktiga målsättningar? 
§ Hur arbetar ni med det? 
§ Varför gör ni det?  

Motstånd 
• Hur kan chaufförens arbetsaktivitet stimuleras med utmaningar, tävlingar, tidspress 

och linkande?  
o Är det lämpligt? 
o När är det lämpligt?  

Resurser 
• Vilka resurser finns för att stödja lastbilschauffören i sin utveckling? 
• Finns det några resurser som skulle kunna tillföras för att få lastbilschauffören att 

nå sin fulla potential? 
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Färdighetscykeln  
• Vad är skillnaden mellan en nyanställd lastbilschaufför och en som har varit 

anställd en längre tid?  
o Vilka färdigheter skiljer sig? 
o Är det något annat som skiljer sig? 
o Finns det några yttre faktorer som påverkar? (ex. lärling och mentor) 

Utfall  
• Vilket är organisationens önskade utfall vid det långsiktiga målet? 

o Hur identifierar organisationen att målet är nått eller inte? 
o Hur kommuniceras utfallet?  

• Vilket är chaufförers önskade utfall vid det långsiktiga målet? 
o Hur berör utfallet chaufförer? 
o Hur föredrar chaufförer att utfallet kommuniceras? 

• Vilket är organisationens önskade utfall kortsiktiga målet? 
o Hur identifierar organisationen att målet är nått eller inte? 
o Hur kommuniceras utfallet? 

• Vilket är chaufförers önskade utfall vid det kortsiktiga målet? 
o Hur identifierar organisationen att målet är nått?  
o Hur kommuniceras utfallet till chaufförer? 

§ Hur sker det beroende på handlingsalternativ och 
svårighetsgrad? 

§ Kan de kortsiktiga utfallen användas för att stimulera 
chaufförer? 

INTERVJUSTÖD KOPPLAT TILL PRESTATIONSSTYRNING 

Övergripande 
• Hur engagerar sig åkerier i chaufförers professionella utveckling? 

o Vem är det som är inblandad i chaufförers professionella utveckling?  
o Hur går det till i praktiken? 

Daglig styrning 
• Hur fungerar styrningen av den dagliga verksamheten för lastbilschaufförer upp 

idag? 
o Hur sätts riktning ut för lastbilschaufförens utveckling? 

§ Vem gör det? 
§ Vad kan en sådan riktning vara för professionell utveckling av 

lastbilschaufförer? 
o Hur sätts målsättningar för lastbilschauffören? 

§ Målsättningar som lastbilschauffören kan sträva emot på lång- 
och kort sikt? 

o Hur mäts prestation? 
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§ I vilken utsträckning lämnas det utrymme för eget ansvar? 
§ Vilka verktyg finns tillgängliga för uppföljning? 
§ Vad sker inom ramen för uppföljning? 
§ Hur frekvent sker uppföljning/mätning? 

Granskning och utvärdering 
• Hur görs utvärdering av lastbilschaufförers prestation? 
• Vad är det som utvärderas? 
• Varför utvärderas lastbilschaufförer? 
• Hur ofta utvärderas lastbilschaufförer? 

Överenskommelse om framtida utveckling 
• Hur går arbetet till med att planera chaufförers utveckling? 
• Vad kan en utvecklingsplan innehålla? 
• Vilken är ambitionsnivån? 
• Hur kan en utvecklingsplan se ut? 
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INTERVIEW GUIDE: CONTROLLER 
Interview guide as support for interviews with controllers. 

Intervjuguide till stöd för intervju med verksamhetsstyrare. 

Intervjun består av diskussionsämnen som handlar om verksamhetsstyrarens arbete i 
relation till lastbilschaufförens arbetsaktiviteter. Syftet med intervjun är att ta del av 
verksamhetsstyrarens syn på lastbilschaufförers professionella utveckling och förstå 
hur den går till. Syftet är också att verifiera delar av den information som tidigare har 
lämnats, därför finns en del frågor som inte är direkt relevanta för en person som 
normalt arbetar med verksamhetsstyrning. 

INTERVJUSTÖD KOPPLAT TILL BEHAVIORAL GAME 

Målsättningar 
• Vilka typer av målsättningar används kopplat till ert åkeri? 

o Använder ni långsiktiga målsättningar? 
§ Hur arbetar ni med det? 
§ Varför gör ni det? 

o Använder ni kortsiktiga målsättningar? 
§ Hur arbetar ni med det? 
§ Varför gör ni det?  

Färdigheter  
• Vad behöver lastbilschauffören ha för färdigheter för att nå organisationens 

målsättningar? 
o Vilka färdigheter krävs för respektive KPI? 
o Hur kan färdigheterna struktureras? 

§ Går det att se framför sig ett färdighetsträd med naturliga 
möjligheter att fördjupa sig etc. ? 

• Hur är det möjligt för lastbilschauffören att tillgodogöra sig nya färdigheter? 
o Hur går det till idag? 
o Hur kan det gå till i framtiden? 
o Vilka begränsningar finns det? 

§ Hur kan det gå till under en vanlig arbetsdag? 
§ Hur kan lastbilschauffören tillgodogöra sig nya färdigheter 

under körning? 
o Finns det några incitament som stimulerar lastbilschauffören till att 

lära sig nya saker? 

Motstånd 
• Vad för motstånd bör användas? 
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o Tävling 
o Tidsbegränsningar 
o Begränsade resurser 
o Logik 
o Man kan utgå från de fyra dyaderna exempelvis 

• När bör motstånd appliceras? 
o I relation till att chauffören tillgodogörs sig nya färdigheter  

Resurser  
• Vilka resurser krävs för att utföra arbetsaktiviteten lastbilskörning inom ramen för 

spelet? 
• Vilka resurser möjliggör spelet? 
• Vilka resurser kan användas som incitament i spelet? 
• Vilka virtuella resurser är aktuella? 

o Beskriv vad som finns tillgängligt i den arbetsmiljön för att möjliggöra 
ett ”behavioral game”?  

o Vilka verktyg och tekniska lösningar används idag? 
o Hur kan man mäta? 

§ Hur kan man fördela resurser? 
o Kan de tillföras och sen tas ifrån chauffören på ett naturligt sätt? 
o Hur kan virtuella resurser fördelas? 
o Finns det några begränsningar i arbetsmiljön? 

§ Lagstiftning 

Färdighetscykeln  
• Hur kan handlingsalternativ utformas baserat på aktiviteten? 
• Vilka handlingsalternativ är mest lämpliga med tanke på målsättningarna? 
• Vilka lämpliga utfall finns för handlingsalternativen? 
• Hur kan feedback kommuniceras till chauffören?  
• Vilka nivåer (“svårighetsgrader”) är lämpliga för färdighetscykeln? 

o Hur många? 
• Hur ser de praktiska möjligheterna ut för att möjliggöra cykeln? 

o Vad kan mätas i en lastbil? 
o Vad kan kommuniceras och hur? 
o Hur många nivåer kan finnas inom ramen för yrket? 
o Finns det någon möjlighet att bygga detta på någonting som är 

specifikt för branschen? 
o Vad är praktiskt för chauffören? 

§ När får han/hon välja handlingsalternativ 
§ När får han/hon feedback? 

Utfall  
• Det långsiktiga utfallet 
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o Vilket är organisationens mål? 
§ Hur kan ett utfall se ut när det målet uppnås? 
§ Hur kan utfallet distribueras till lastbilschauffören? 
§ Går det att etablera en långsiktig färdighetscykel?  

o Hur kopplas handlingar till det långsiktiga utfallet? 
• Det kortsiktiga utfallet 

o Vilka nivåer av färdigheter kan identifieras som kan vara utfall för 
individen inom aktiviteten lastbilskörning? 

§ För respektive handlingsalternativ 
o Var går gränsen mellan ett kortsiktigt utfall och feedback inom ramen 

för färdighetscykeln? Samma sak? 
o Vilka nivåer av utmaningar för individens respektive personlighet kan 

identifieras (kopplat till spelarprofilen) 

INTERVJUSTÖD KOPPLAT TILL PRESTATIONSSTYRNING 

Övergripande 
• Hur jobbar ett åkeri med professionell utveckling av lastbilschaufförer? 
• Vem ansvarar, administrerar eller leder lastbilschauffören i sitt yrke och hur går det 

till? 

Daglig styrning 
• Hur följs den dagliga verksamheten för en lastbilschaufför upp? 

o Hur sätts riktning ut för lastbilschaufförens utveckling? 
§ Vem gör det? 
§ Vad kan en sådan riktning vara för professionell utveckling av 

lastbilschaufförer? 
o Hur sätts mål för lastbilschauffören? 
o Hur mäts prestation? 

§ I vilken utsträckning lämnas det utrymme för eget ansvar? 
§ Vilka verktyg finns tillgängliga för uppföljning? 
§ Vad händer inom ramen för uppföljning? 
§ Hur frekvent sker sådan uppföljning/mätning? 

Granskning och utvärdering 
• Hur sker utvärdering av lastbilschaufförers prestation? 
• Vad är det som utvärderas? 
• Varför utvärderas det? 
• Hur ofta utvärderas förarna? 

Överenskommelse om framtida utveckling 
Målsättningen med är att landa i en individuell utvecklingsplan 
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• Vad kan en utvecklingsplan innehålla? 
• Vilken är ambitionsnivån? 
• Hur kan en utvecklingsplan se ut? 


