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A LOOK BACK AT 2021

Ordina helps Prenatal in
lockdown

Ordina was once again
certified as a Top Employer
for 2021, both in the
Netherlands and in
Belgium. This showed that
Ordina invests heavily in
our employees and in an
attractive and inclusive
corporate culture.

Like many companies,
Prenatal was affected by the
consequences of the lockdown.
When the shops were allowed
to reopen their doors by
appointment in March of last
year, they needed a way to make
appointments digitally. Our digital
experts managed to realise a
solution in little more than a week,
and clients were able to make
an appointment to shop in one
of Prenatal’s Dutch shops via the
company’s website.

March 2021

March 2021

Ordina Top Employer
for 2021

January 2021

March 2021

April 2021

Appointment of CFO
Ordina Group and CEO
Ordina the Netherlands

Partnership agreement
with Everyday Heroes

Online business lunches

Effective 1 January 2021, Joyce
van Donk-van Wijnen was
appointed as the CFO of the
Ordina Group. In addition, Joost
de Bruin was appointed as CEO
of Ordina the Netherlands to
manage Ordina’s next growth
phase.

Ordina and Everyday Heroes
signed a partnership
agreement, under which
Ordina uses its expertise to
help Everyday Heroes on a
voluntary basis in the fields
of IT and digital acceleration.
Everyday Heroes makes it
possible for people to find work
by removing barriers. They do
this by creating opportunities
for education, in the form of
guidance, but also by paying
for driving lessons so someone
can get their driving licence.

If you cannot meet each other
face to face, then why not
simply organise an online
business lunch? This was a
great way to stay in touch
with our Belgian clients for a
personal chat about digital
themes and their challenges.
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Ordina and Siemens
partnership

In early April, IT security
firm ESET the Netherlands
announced the winners of the
2020 Champion Awards. Ordina
emerged as a clear winner.
Not only did we win the ESET
onboarding partner award, but
also the Growth Star business
award: a great double victory.

Our Belgian colleagues
launched a series of
podcasts about working in
the Business consulting,
Data driven, Mendix and
Security business units in
Belgium/Luxembourg. In the
first podcast, they explained
the latest developments in
their professional field and
what they do in their day-today work.

Ordina and Siemens expanded
their cooperation in the field
of Mendix to cover the entire
Benelux region. Via this
partnership, they offer a solution
for clients that really do want to
accelerate digitally. The Mendix
low-code platform is the perfect
response to meet those needs.
Low-code is an ideal way to
realise a business idea in a quick,
safe and low-threshold manner.
Ordina ran a campaign to inform,
inspire and advise clients for the
entire autumn of 2021.

April 2021

June 2021

July 2021

Launch of Belux
podcasts
Ordina winner of ESET
Champion Awards

June 2021

June 2021

Tomorrow’s Boss

Saskia Groenewegen
receives MVP Award

In early June, Ordina in the
Netherlands once again
took part in the Tomorrow’s
Boss (Baas van Morgen)
initiative. Zakaria and Safae
were the bosses at Ordina
for a day. Baas van Morgen
is JINC project. JINC strives
for a society in which a
child’s background does
not determine their future
and in which every child is
given opportunities. As part
of Ordina’s ESG strategy,
Ordina and JINC have been
partners for two years.

Our colleague Saskia
Groenewegen is an expert in
the field of Mixed Reality and
Microsoft showed how much
they appreciate that expertise
by giving her the MVP Award
in the Windows Development
category. You receive a Microsoft
Most Valuable Professional
(MVP) Award when you have
demonstrated your leadership in
the Microsoft community. Saskia
is now one of a select group
of 154 professionals with this
status in the Netherlands.
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Ordina drive-in
At Ordina, we want to grow
with our own colleagues. In
addition to senior and medior
professionals, we also want
to create opportunities for
young talents. For instance,
in September a total of 113
young professionals in the
Netherlands, Belgium and
Luxembourg started their
training at Ordina.

The Ordina parking lot in
Nieuwegein hosted an
actual drive-in for three days
in October. The participants
- in their cars - were given
headphones so they could
listen to a number of
speakers talk about open
source, Microsoft and Oracle
on a life-size 60 m² screen.
The aim was to share knowhow in the field of software
and software development

September 2021

October 2021

Plenty of room for talent

September 2021

October 2021

October 2021

Ordina acquires
IFS Probity

Aswin van Braam recognised as Mendix MVP

Ordina has taken another
step in its growth strategy
and acquired IFS Probity.
IFS Probity specialises
in complex high-volume
billing processes, enabling
company to control and
maintain oversight on
their complex payment
processes. The acquisition
of IFS Probity strengthens
our position in the utilities
and mobility markets.

Aswin van Braam joined
the select group of Mendix
MVPs, or Most Valuable
Professionals. There are just 41
Mendix MVPs worldwide. The
MVP programme recognises
Mendix professionals for their
distinctive contribution to the
low-code community. Aswin
has been working with Mendix
in a number of capacities
since 2012, and is one of the
pillars of Ordina’s fast-growing
cross-border Mendix unit in the
Netherlands and Belgium.

High performance teams
offer significant
advantages
The Ordina Digital Monitor
revealed that 52% of IT decision
makers believe that you get the
best results in IT projects by
working in multidisciplinary teams.
People who work with these teams
are more positive than those who
have not yet tried it; the main
advantages they see are faster
results due to working in short
cycles, higher client and employee
satisfaction, shorter time to
market and greater adaptability.
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Top 10 gender equality

Digital transformation
at Elia

Ordina is one of the top 10
publicly listed companies in the
Netherlands on the gender equality
front. On top of this, Ordina is one
of just four companies that have
achieved a gender balance at
the level of both the Supervisory
Board and the Management Board.
This emerged from a report by
Equileap, which conducted a study
into the treatment of male and
female employees at companies in
the Netherlands.

Elia, the Belgian high-voltage
network manager, is renewing
its transmission infrastructure
and processes. This is a
complex process and the
company has called on
Ordina to help with its digital
backbone, the foundation of
innovation initiatives. As the
first step, Ordina has created
an integration hub that
enables all systems and data
to interact.

November 2021

December 2021

October 2021

November 2021

December 2021

Engaged digital
workplace

In talks with DiZa MPs

Computable 100 2021

In late November, our CISO
Vincent Meijer talked to
several members of the
permanent parliamentary
committee for Digital Affairs
(Digital Zaken - DiZa) during
the final edition of the ESET
Security Days 2021. During
these discussions, Dutch
business and political
representatives talked about
cybersecurity.

Ordina is now ranked fourth
in the Computable 100 2021
as a business partner. This
emerged from an image
survey Computable had
carried out among IT and
non-IT organisations in the
Dutch IT market. If we look
at the overall score, Ordina
rose seven places when
compared with the previous
year.

Ordina and Herculean
Alliance launched the
‘engaged digital workplace’
in the market. This
solution is response to the
demand for hybrid forms
of collaboration between
employees and the need to
monitor the engagement
between employees and
employers.
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WHO ARE WE AND WHAT DO WE DO?
Our vision and mission
Digitalisation helps organisations to remain relevant and
agile. Now and in the future. This allows you to anticipate
and respond more quickly to changes and ensures
that you are able to gain and maintain a sustainable
competitive edge, by working together in new digital
ecosystems or making use of the power of disruptive
technologies.
Staying ahead of change, sustainably. That is the core
of what we stand for and everything we do. We are
the business partner that uses digital strategies based
on high performance teams to help our clients realise
sustainable business transformations. And by doing
so, remain ahead of change. We do this by connecting
technology, business challenges and people. We help our
clients to accelerate, develop smart digital applications
and launch new digital services. This is how organisations
stay ahead of change.
We see digitalisation as an enabler and game changer
that gives organisations a long-lasting edge. This is why
we provide innovative solutions that help people, society
and companies move ahead. And we do this by forging
partnerships in sustainable innovation with our clients.

What do we do?
As a digital business partner, we offer our clients a wide
range of smart and innovative solutions for challenges in
the fields of strategy, organisation and digitalisation. We
do this by providing advice on the right digital

end-to-end solutions, the development and
implementation of sustainable software solutions,
and by designing and managing IT landscapes.
In short, we provide optimum solutions and platforms
and the design and management of digital landscapes
to help our clients stay ahead of change.
In other words, we help our clients in every phase of
their transformation process. Using a clear and simple
approach, so our clients know exactly what they can
expect from Ordina, in every phase of our partnership.
We focus on the creation of added value for our clients.
To deliver this, we use technology as the response to
organisational challenges and we anticipate future
challenges. We support our clients in their transformation
on five fronts, which are our business propositions: high
performance teams, data-driven, business platforms

& cloud, digital acceleration and cybersecurity &
compliance. You will find a more detailed description of
our business propositions further on.
We provide our consulting, technology and outsourcing
by deploying teams or individual employees. We prefer
to work in multidisciplinary teams that we put together
on the basis of the needs and goals of our clients and on
the basis of the nature and complexity of the assignment.
We bring the best people to the table. This is why these
high performance teams consist of both IT and business
professionals with a wide range of expertise. What they
have in common is a uniform way of working and Ordinawide systems and tools. This brings out the best in our
people and ensures better results at our clients.
We are active in the Netherlands, Belgium and
Luxembourg. This means that we are close to our
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We discover

At Ordina, we believe it is
important that we are ahead
of the game in our profession.
We are curious and open to
new things.
This attitude, combined with
our business and domain
expertise, helps us to
understand and explore the
business goals of our clients
and to identify problems that
are worth solving.
Every single day, we discover
new ways to learn and new
ways to create impact for our
clients.

We connect

We work with our clients in
high performance teams
on the basis of our own
best practices. We take
responsibility for the results
we achieve and we co-create
in an open-minded and
inclusive manner.
This helps us to really
understand our clients, to
build relationships and to
make connections. We bring
context and experience to the
table.
We work with our clients in
high performance teams
on the basis of our own
best practices. We create
win-win results for all our
stakeholders.

We accelerate

We have in-depth knowledge
of the business of our clients,
which enables us to give them
a digital edge. We are client
centric, enterprising and we
always look to have an impact.
We are proud of the fact that we
can solve our clients’ problems
faster than anyone thanks to the
power of our collective knowhow, experience and teamwork.
We realise ambitious solutions
that make a difference, that
exceed the expectations of our
clients and help them to stay
ahead of change.

customers and really understand their business. We
understand the impact technology can have and know
how to use it to improve processes and create new
business models. And even more importantly: we know
what is needed to achieve a successful combination of
business and IT. This enables us to advise our clients on
the best roadmap for the future.

What do we stand for?
Our core values inform everything we do. They sum up
what we stand for and how we do things at Ordina. This
Ordina DNA is in every Ordina professional and ensures
that we know our clients inside out and that we use our
expertise, professionalism and talent for their benefit.

Our value creation model
In our value creation model, we show how we use every
form of capital to realise our strategic goals. We also
provide insight into how we add value to these and what
this means to our stakeholders. We do this by providing
advice on the right digital end-to-end solutions, the
development and implementation of sustainable software
solutions, and by designing and managing IT landscapes.
This produces the right outcome for our stakeholders,
and we take into account the strategic context to achieve
the desired objectives and results. We built this model
on the basis of our strategy, sustainability themes and
materiality matrix and taking into account the United
Nations’ Sustainable Development Goals (SDGs).
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The value creation model
Input

Output for our
stakeholders

Value creation

Human and
intellectual capital
Expertise, competencies,
consultancy

Human and intellectual capital
High engagement and satisfaction
with working at Ordina. Strong career
paths for talents that result in highly
skilled employees recognised in the
market for their expertise.

Digital and business expertise
Technical and sector-specific
expertise

Digital and business know-how
Advising on end-to-end
IT solutions

Design and
management of
IT landscapes

Social and relational capital
Long-term client,
partner and supplier relationships

Development and
implementation
of sustainable
software
solutions

Financial capital
Investments

Social and relational capital
Together with clients and partners,
we work on accelerating digital
transformations. In addition, we
believe it is extremely important to
make a positive contribution to society.
Financial capital
Successful execution results in
returns and structural employment
in the Benelux.

We discover
Natural resources and
social capital
Purchase of fuel and energy,
digital opportunities

Helping our clients to get ahead of
change by connecting know-how
of technology, business challenges
and people .

We connect

We accelerate
Natural resources and
social capital
Reduce CO2 emissions and
diversity and inclusion.
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The value creation model
Strategic context

Digital business partner
High performance teams
Digital and market themes
Business propositions
Data-driven ecosystems
Cloud (of trust)

Strategic pillars

Stakeholder dialogue
Employees
Clients
Partners and suppliers
Shareholders
Society

Engaged and driven
employees
Recruit, develop and retain
employees, which results in
the growth of the organisation.

Satisfied and loyal clients
Satisfied and loyal clients
we work together with on their
digital transformation.
Strategic
position of IT
in the
organisation

The world around us
Tight labour market
Global competition
Niche players

Sustainably
distinctive profile
Expansion into specific
niches with our
business propositions.

Sustainable Development Goals

Excellent financial performance
& accelerated growth
Realisation of above-average
financial returns.

Environmental, social and
governance
Reduce our CO2 emission and offer
equal opportunities to everyone on
the labour market by providing
access to digital tools and know-how.

Objectives
and results
Engaged and driven
employees
Employee engagement:
Objective: > 7,0
Result 2021: 7,6
Inclusivity measurement:
Objective: > 80%
Result 2021: 73%
Satisfied and loyal clients
Ordina Promotor Score:
Objective: > 70
Result 2021: 71

Sustainably
distinctive profile
Revenue business propositions:
Objective 2022: 65%
Result 2021: 40%

Excellent financial performance
& accelerated growth
EBITDA margin:
Objective 2022: 10%-12%
Result 2021: 12,7%
Environmental, social and
governance
Objective: -30% CO2-reduction
per FTE relative to 2019
Result 2021: -52%
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Value creation model
Strategic context

5

Digitale businesspartner
The world around us is digitalising rapidly. Technology
is having an ever greater impact on our lives and we
can see this reflected in how we work and live. That
requires adjustment from everyone, because changes
are happening so quickly. Particularly in the face of the
Covid-19 pandemic, because this resulted in an all-out
acceleration in digitalisation. Organisations want to know
how they can accelerate sustainably, which technology
they need to use and the best way to organise the
process.
Today, IT is a strategic asset that adds value. Business
and IT are rapidly converging. Organisations that
embrace digital acceleration are in a better position
to meet and overcome future challenges. Ordina
considers digitalisation as the decisive success factor in
staying ahead of change, using technology to respond
to organisational challenges. We use our business
propositions and digital and market themes to respond to
the needs in the market and at our clients.
If we zoom in on technology, we see that many
organisations are now looking at how they can become
a data-driven organisation. In addition, companies are
devoting more and more attention to cybersecurity &
compliance to increase their digital resilience. Companies
are also switching to cloud services and are expanding
smart platforms by adding low-code apps. In the longer
term, Ordina sees a movement towards data-driven
ecosystems, cloud of trust, composable enterprises, and
hyperconnected autonomous systems. We have also
noted that BizDevOps trend is increasing the need for
local business and compliance expertise.

As a local player, we are close to our clients and our
people understand digital developments, so we can
respond quickly to market demand.
If we look at ways of working, we also see a number
of trends on that front. Over the past few years, an
increasing number of companies have switched to agile
ways of working with the help of multidisciplinary teams
that offer clients added value. Thanks to this unique
way of working, in which we collaborate with our clients,
primarily in high performance teams, we stand out in
the market and we can deliver added value quickly and
effectively.
We focus primarily on the business and IT sectors,
where we can make a difference with our business
propositions and high performance teams; cybersecurity
& compliance, data, cloud business platforms and digital
change with agile transformation.

Stakeholder dialogue
To understand the world around us and the changes
in that world, we are in constant dialogue with our
stakeholders to achieve our shared goals. With our
clients, our employees, our partners, our suppliers and of
course our shareholders. We make sure we understand
what moves them and we are genuinely interested in the
importance they attach to the joint creation of long-term
added value. And we are ahead of change in terms of the
new challenges they face in their environment. So we can
continue to offer sustainable added value in every part of
the value chain. We consider input from our environment
to be crucial to our collaboration with stakeholders,
also because stakeholders provide us with insights and
opportunities to improve future collaborations.
The main focus of the dialogue with our stakeholders is
on the added value they can expect from us in the short,
medium and long term. And on the matters they feel
are important to communicate to Ordina. The results
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Stakeholder dialogue

Materiality matrix
High

Employees

1

Clients

3

2
Key ambassadors

Sustainable customer
relationship

Continuously in dialogue
Employee satisfaction survey
Collaboration with
Works Council

Open dialogue

Shareholders

5

ORDINA

Annual shareholder
meeting
Roadshows
Capital Markets Day

Collaboration with
partners and suppliers
SAP, Mendix,
Salesforce, etc.
Partner events
Consultation with
suppliers

Social responsibility
Collaboration MVO
Nederland
Partnership Youthstart
Partnership JINC

Society

6

Relevance
for
stakeholders

Valuable input
Customer sessions
Customer events

4

Partners &
suppliers

Low

Low

Ordina’s impact

1

Recruitment, retention and development of talent

2

Innovation and digital transformation

3

Excellent services

4

Interest rate growth

5

Diversity and inclusiveness

6

Impact on the environment (direct and indirect)
Arrow indicates movement relative to 2020

High
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Value creation model
Strategic context

5

of these dialogues help us to understand the material
aspects they feel are important. We use this as input
for the development and execution of our strategy and
it presents us with opportunities to make adjustments
to our strategy. We have combined the various topics
of discussion with our stakeholders in our materiality
matrix and assess these aspects in a variety of ways.
For example, we regularly speak with shareholders and
suppliers. We also organised a Capital Markets Day, which
we used to explain our strategy. In addition, our customer
satisfaction survey and our employee engagement survey
confirmed that our existing materiality matrix still reflects
the right aspects for Ordina. The Ordina Management
Board assesses the aspects and the weighting of

those aspects upon a proposal for same from the ESG
Board. The aspects are part of our strategy and related
governance (see page 87). Several stakeholders are
asking more questions about diversity and inclusion
and our impact on the environment. So we have raised
the importance of these topics and adopted ESG as a
separate strategic pillar from 2021 onwards.

include employment and the like, but we also include the
climate. In this way, we contribute to three of the United
Nations’ Sustainable Development Goals: Decent Work
and Economic Growth (SDG 8), Industry, Innovation and
Infrastructure (SDG 9) and Climate Action (SDG 13).

Sustainable Development Goals

The rapid digitalisation of our society has increased the
importance of IT, and this is now an indispensable part of
the core processes within an organisation. Business and IT
are cooperating more and more closely, and are no longer
seen as separate silos. Both realise that collaboration is
crucial to realise agreed business goals and for digital
acceleration. In the coming years, IT will become a critical
factor in the success of companies in the digital age. New
IT can help companies to realise their strategic targets. The
IT services market is expected to record significant growth,
driven by the growing demand for digital transformation.
However, the tightness of the labour market will make it a
challenge to meet growth ambitions in the IT market.

Ordina is part of society and that is a factor in how we
view sustainability. We want to have a positive impact on
society as a whole. By doing business in a sustainable
manner, we want to use our high performance teams
and solutions to help our clients realise their digital
transformation, our people can truly develop and we
also have a positive impact on society. This creates
value in both the short and long term. Of course we

SDG

Ordina’s contribution

SDG 8 ‘Decent work and economic growth’:

Ordina seeks organic growth as a local player. We want

promoting sustained, inclusive and sustai-

to grow with our own employees, help them develop sub-

nable economic growth, full and productive

stantively and aim for high engagement with Ordina. We

employment and decent work for all.

also focus internally on diversity and inclusion, while the
diversity of our high performance teams helps us to stand
out in the labour market.

SDG 9 ‘Industry, innovation and infrastructure’: Increasing revenue from our business propositions, with
build resilient infrastructure, promote inclusive our high performance teams and innovative Ordina solutiand sustainable industrialisation and foster

ons that help our clients stay ahead of change.

innovation
SDG 13 ‘Climate action’: take urgent action to

Improve the quality of life and the world around us by

combat climate change and its impacts.

reducing CO2 emissions. Ordina has committed to the
CO2-neutral goals for 2030, but we ultimately want to be
climate positive.

The world around us

In the coming years, Ordina wants to maintain and
strengthen its position as a reliable business partner for
large local companies and public sector organisations for
client-specific IT services. This is why we are expanding
our services to include distinctive niche solutions for
specific sectors and client groups both within and outside
Ordina’s current client portfolio.
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Ordina 2022 strategy – what have we
achieved so far
Staying Ahead of change, sustainably. That is the core
of what we stand for and everything we do. In line with
our Ordina 2022 strategy, we help our clients to meet and
overcome their digital and business challenges, today
and in the future. We do this by combining technology,
business challenges and people.

growth, driven by organic growth strategy and targeted
acquisitions to expand our portfolio by adding niche
solutions. Thanks to this, we achieved our 2022 goals in
terms of returns and revenue growth in 2021. However,
the revenue from our business propositions is lagging
expectations. We need more time to achieve this goal, but
it will remain one of our top priorities. We have realised all
of this, while also meeting expectations on the client and
employee satisfaction fronts, both of which improved in
the year under review.

We have also devoted a great deal of time and energy to
the improvement of our employee journey, which has made
us an attractive organisation for IT and business talents.
Thanks to our efforts on the career development front, we
have seen a clear increase in our employee engagement.
We have also noted that our employees really appreciate
working in performance teams.
This has helped us to lay a solid foundation for growth in
the coming years.

Over the past few years, we have transitioned from a
reliable IT partner to a digital business partner with a clear
focus on five business propositions in three markets.
This is how we offer a sustainable response to future
challenges. With distinctive niche solutions for our existing
and new clients.

Our road to 2026
These business propositions and underlying solutions have
given us a highly recognisable profile in the market, with a
focus on the client challenges of the future: data, (cloud)
platforms, digital acceleration, cybersecurity & compliance
and high performance teams for agile transformations.
We also stand out thanks to our unique way of working, in
which we collaborate with our clients in high performance
teams and rapidly deliver added value.
In addition, we have continued to improve our core
processes and made sure we work both efficiently and
effectively, which has in turn improved our operational
excellence. We also managed to accelerate our

We are seeing that change is now being driven
more and more by business and IT, rather than just
IT. And the pace of change remains fast as ever.
On top of this, Ordina is facing a number of other
challenges that require us to refine our strategy.
First and foremost, the scarcity on the labour
market. This is a significant factor that is putting
a brake on our growth. It is becoming increasingly
difficult to find and retain the right people. And this
is not just affecting us, but also our competitors
and our clients. Our high performance teams,
business solutions and attractive career prospects
are essential ingredients in the recruitment and
retention of top talents.
A second challenge is the increase in remote
working triggered by the Covid-19 pandemic. If this
trend continues and becomes more standard, it will
increase competition on a global scale. This will

make offshoring and nearshoring attractive options
to accelerate.
Finally, our clients will expect us to come up with
unique solutions for their specific challenges
more and more quickly. To support our clients on
that front, we offer domain and market-specific
solutions that can be reused. Thanks to our
standard process or digital solutions, we can
create immediate added value and we are more
efficient for our clients. This is how we can make a
difference for our clients.
In the year ahead, we will incorporate these
changes in our 2026 strategy, which we hope will
make us the business transformation partner for
our clients. In the following strategic pillars, we
indicate for each pillar our road to 2026.

BEING AHEAD OF CHANGE
HAS ITS ADVANTAGES

Can we remove the
waste from the
chain?
If you can remove the waste from the chain,
you can focus on making a difference.
With this in mind, Ordina developed the
PortXchange Synchronizer for the Port of
Rotterdam. This optimises vessels’ port calls,
which shortens the time they spend in the
port, and reduces CO2 emissions.
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STRATEGIC PILLARS, GOALS & RESULTS
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Value creation model
Strategic pillars, goals
& results

1 Engaged and driven employees
As outlined our Ordina 2022 strategy, to help our clients
to get ahead of the changes in their sector we need
engaged and driven employees, as well as growth with
new employees. This requires employees who are always
ahead of the game in their profession and who add value
for our clients by working in teams. This means we will
continue to invest in our employees, because they are
our most valuable capital.
At the same time, our clients are demanding more and
more from us and the market is changing. Assignments
are becoming more complex and more strategic and a
growing number of companies are building their own
digital expertise. To stay ahead of change, in the coming
years we will make the transition from a digital partner to
the strategic transformation partner for our clients. That
step will also demand more from our people. We will help
them make this transition from professional to authority
in their field, so we can play a proactive role in our clients’
digital strategy. We believe collaborating in teams is the
future.
We invest heavily in our talent in a variety of ways, such
as career paths that produce IT and business consultants
who are recognised in the market for their expertise. We
also create a working environment in which professionals
enjoy substantive and inspiring work, collaborate

intensively with colleagues and clients and motivate
each other, which helps them to grow and develop.
We are stimulating this movement by also aligning our
organisation to facilitate it. We are creating new network
roles, with people who – depending on their particular
responsibility – will add focus on the client, operations
and portfolio fronts.
Ordina believes in a culture of entrepreneurship, in which
we make use of our collective strength and a uniform way
of working. It is precisely this combination that leads to
the best results. To recruit the most talented people, we
invest in an excellent employee journey, guided by the
values discover, connect and accelerate. This helps us
to generate more engagement and retain more people.
Working in high performance teams makes a major
contribution to the effort.

In 2021, we devoted a great deal of attention to the
Ordina DNA, our people-oriented culture. In addition to the
necessary substantive investment, these times also call
for attention to connection and personal enrichment.
We did this in a number of ways. We had already replaced
the performance management cycle in the Netherlands
with a continuous dialogue, with an emphasis on
development and feed-forward marked by growth rather
than the evaluating and retrospective nature of the
previous system. We also adjusted the range of training
courses in line with this new approach. Mapping out the
employee journey from the perspective of employees has
helped Ordina to improve its reboarding process, how we
find a suitable new assignment and internal mobility.
The main priority here is communication, as both our
employees and our managers take responsibility for
the result.
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Our employees

Average # staff (FTE)
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Our IT and business
professionals

Average # direct staff (FTE)

Productivity

2021

2020

72.1%

# direct staff year-end (FTE)
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Growth & teams
Our employees say that they really appreciate working
in high performance teams. Rather than spending time
alone at a client when working on a project, they now
work on challenging projects in a team. This increases
the connection with Ordina, which is an important factor
in staff retention. However, we are still feeling the effects
of the scarcity on the labour market. The demand for IT
professionals has been greater than the supply for several
years and that is not going to change in the years ahead.
The scarcity of IT talents is a major factor that is putting
a brake on our growth. It is becoming more and more
difficult to find and retain the right people. This is not just
affecting us, but also our competitors and our clients.
Ordina will therefore continue its efforts to recruit new
colleagues with Benelux-wide labour market campaigns.
Thanks to our strategic focus on collaboration in high
performance teams, we can offer our employees a
challenging perspective.
Ordina recorded growth as an organisation in 2021. This
growth is important if we are to realise our strategy. In
the coming years, Ordina wants to grow organically. Our
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acquisition strategy, with a focus on the expansion of our
portfolio in specific niches, will supplement our growth. In
2021, we acquired IFS Probity, which added around 40 new
employees to Ordina’s workforce. We are growing across
the full breadth of our company and focus on talented
digital and business professionals at junior, medior and
senior levels. In 2021, Ordina recruited 578 (565 FTE)
new direct employees in the Netherlands, Belgium and
Luxembourg. These new employees included 182 young
professionals and 396 medior and senior IT professionals.
At year-end 2021, Ordina had 2,519 direct employees,
2,428 FTEs (2020: 2,386 employees, 2,298 FTEs). The
average number of direct FTEs stood at 2,299 (2020: 2,286
FTEs). On an underlying level, Ordina recorded growth in all
countries. In the Netherlands, we added 64 direct FTEs and
we added 66 FTEs in Belgium and Luxembourg. See also
the table ‘Our employees’.
At year-end 2021, Ordina had 287 indirect FTEs (2020: 288
indirect FTEs). Our staff departments in the fields of HR,
finance, communications, facilities, IT and legal support
and advise the organisation on numerous fronts. At group
level, these numbers are comparable to 2020.

The

2021

2020

1,474

1,410

954

887

The
Netherlands
Be/Lux

Labour market and referrals
We will realise growth through a smart combination of
business, recruitment and labour market communications.
Working in teams will pay a central role in this effort. For
instance, in 2021 we launched a labour market campaign
focusing our teams. The campaign was aimed primarily at
experienced business consultants and IT professionals. In
addition, our website is proving a successful recruitment
channel along with our referral system – our own
employees, who put forward new colleagues. Thanks to
the engagement of our employees, a third of our new colleagues joined Ordina via referral.

Employee satisfaction
In April and October 2021, we asked our employees for
their opinion on working at Ordina. We asked for their
opinion on matters such as their work, development
opportunities, client assignments and whether they were
proud of Ordina. We use the feedback from these surveys
to improve the employee journey within Ordina. Once again,
we saw an improvement on the previous year and emerged
with a score of 7.6. In addition, our eNPS score has risen
to 20.4 in October. This score measures how likely it that
employees would recommend Ordina to their friends and
acquaintances.
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Top Employer 2021
The fact that we invest heavily in our employees and in an
attractive, inclusive company culture has also been noted
outside Ordina. For instance, both Ordina the Netherlands
and Ordina Belgium were certified as a Top Employer for
2021. Ordina was selected on the basis of a good score
for various phases of the employee journey. The Top
Employers Institute conducts international research into
HR policies and working conditions. The organisation only
awards certification if a company meets high standards.

Engagement and loyalty
Ordina actively invests in engagement and loyalty. For
instance, in 2021 we organised a number of Ordina
Connect Coffees, in addition to all our community
meetings and meet-ups. Connect Coffees are online
meetings that are an easy and accessible way to meet
colleagues from right across the company and from
all the regions in an informal setting. In the summer of
2021, we also organised the Ordina Parade, an online
event for our colleagues in the Netherlands, Belgium
and Luxembourg, with a focus on commitment, pride
and fun. Then in October we organised a family day for
all our colleagues in Belgium and Luxembourg. Ordina
colleagues and their families got to spend the day at a
well-known zoo in Belgium.
We also seek to make connections on a social level.
For instance, Joost de Bruin and Lieven Verhaevert, de
CEOs of Ordina the Netherlands and Ordina Belgium/
Luxembourg respectively, took part in a cooking
workshop with two Ordina high performance teams.
During the workshop, they prepared a meal from the Zero
Waste cookbook, a book all Ordina employees later found
in their Christmas hamper.
The Proud of Ordina (Trots op Ordina) community also
organised a number of events last year, such as a drive-in
cinema, which saw the Ordina parking lot transformed

into an open-air cinema. They also organised online pub
quizzes and an online escape room.

infections in November and the spread of the Omicron
variant in mid-December, Ordina asked its employees to
once again work from home as much as possible.

Balance of home working and office
In 2021, Covid-19 once again had a major impact on
how we all worked. At Ordina, we had been working from
home en masse since the start of the pandemic. It was
easy for our employees to switch to online meetings,
chats, calls and digital cooperation. This demonstrated
the robustness of our business model as a digital player
and the potential of our organisation to adjust quickly if
the situation requires it.
Ordina followed the government’s Covid-19 guidelines.
In 2021, this gave our employees the option of switching
between working either more or less at the office or at
our clients. We also looked at the best ways of finding a
balance between home working and working at the office
or at our clients in the future. This resulted in the socalled location-independent working: employees are free
to determine where they work from in consultation with
the client and their colleagues on the basis the particular
activity required. In the future, this will mean about 50%
of an employee’s time working from home and 50% at
the office or at a client. Due to the surge in Covid-19

The physical and mental well-being of our Ordina
employees is always our first priority. We have seen
that the Covid-19 pandemic has demanded a lot from
our employees, especially on the mental front. Precisely
because of the Covid-19 conditions, Ordina has taken
extra care to help safeguard the mental and physical
health of our employees. For instance, we made sure our
employees had a safe and responsible workplace both at
the office and at home. More than 1,000 employees made
use of these facilities. And because Covid-19 meant many
of our employees were working from home and spending
a lot of time at their laptops and screens, we developed
a special online Fit@home programme. Twice a week,
Ordina physiotherapists spend 15 minutes demonstrating
useful exercises and giving tips on how to stay healthy.

Vitality
Healthy and fit employees are important to Ordina. In
2021, absenteeism stood at 3.3% (2020: 3.2%), which
was slightly higher than in the previous year. To keep our
people fit, we offer a wide range of vitality programmes.
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Our employees can follow various online programmes,
in which we draw attention to a number of vitalityrelated themes, such as sleeping and eating habits
and mental resilience. Via the Prevent desk, colleagues
also have quick access to various care providers, from
physiotherapists to psychologists.

Investing in development
It is important for us to invest continuously in the knowhow and expertise of our employees. That is the only way
we will stay ahead of change, sustainably. This is why we
encourage employees to participate in training courses
and gain know-how, and why we promote internal growth
opportunities and mobility. In 2021, the total number of
training hours came in at 119,826 hours (2020: 103,948
hours). Participation came in at 73% in 2021, a rise on
the 69% recorded in 2020. However, we did not make our
target of 80% participation. With the launch of our new
Learning Management System, we are hoping to gain
more insight into our total range of training courses so we
can monitor our progress on this target more effectively.
We actively stimulated internal mobility with the Benelux
Ordina Career Weeks, which gave employees the chance
to see whether there were any opportunities to switch to
another position to take the next step in their career.
Ordina believes is essential that our people stay ahead
of the game in their profession, and not just from our
perspective, but also from the perspective of social
responsibility. This is why as part of our ESG strategy we
measure the outflow percentage of employees who leave
the company at our request. This should always be below
4%. In 2021, this was 1.9% (2020: 3.0%).
In addition to the development of skills and knowhow, Ordina also devotes attention to the personal
development of our employees. In the Continuous
Dialogue, we continuously encourage Ordina the
Netherlands employees and management to work

on this aspect of development. To provide support in their
growth and development, all employees have access to
external coaches. The coaches work on various aspects:
Sales, Personal development, Vitality and Being Ahead of
change. Due to the fact that we make the coaching easily
accessible via a LearningKit, employees can book growth
in a number of ways, which increases the added value for
our clients.

Our road to 2026
Our 2026 strategy builds on our unique people-oriented
Ordina DNA. We continue to invest in an attractive
working environment based on knowledge exchange,
collaboration in teams and fun. For instance, we
offer broader career perspective and increase the
engagement of our employees.
In the coming year, Ordina wants to become the
business transformation partner of our clients. To
respond to the expectations of our clients and to add
value as a strategic adviser, it is essential that we know
our markets well, but also that we know the business of
our clients inside out.
Among other things, this means we need to increase
our business expertise. This requires our employees to
understand our clients, to know what their challenges
are and to know the best technology to solve their
problems. Due to the ongoing digital transformation
trend, business and IT are converging and becoming
interdependent.

Strong leadership is essential for the future of our
company, which is why we invest heavily in leadership
development. For example, we launched the second
edition of Ordina Talent Accelerator Programme for
young, up-and-coming talents. This is a two-year
programme that challenges young talents and prepares
them for key positions in the future. We also have several
specific talent development programmes aimed at our
managers and other employees.

In addition to this, the Ordina organisation is going
through a transition in our culture, including working
increasingly in high performance teams. In the past,
our employees worked on assignments at our clients
individually, but more and more frequently we are now
putting together complete teams to solve a specific
digital challenge. That calls for team players: employees
who prefer to work in a team rather than alone and who
complement each other’s strengths. Working in a high
performance team also increases the engagement of
employees. To recruit those driven team players, we
need to invest in an attractive working environment for
our employees. With truly challenging work that requires
know-how and expertise.
And precisely because we advise and help our clients
through multidisciplinary teams focused on their market
challenges, Ordina is moving towards becoming a
network organisation. Within this network organisation,
we focus on substantive leadership, client-driven
working and collaboration. This will put us in a better
position to respond to the demands of our clients.
.
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2 Satisfied and loyal clients
One of the pillars of our Ordina 2022 strategy is satisfied
and loyal clients. This means that we make our clients
the number one priority in everything we do. That
sounds simpler than it is. If you want to really know and
understand your client, their business, their processes, but
also their people and their corporate culture, that requires
engagement and empathy. This is why it is essential
that have an in-depth understanding of the issues and
problems our clients face. That we understand our clients’
business and the external developments they need to
respond to.
Thanks to the way we work, we build in-depth business and
industry know-how related to general digital themes and
market themes that are specific to a particular business
sector. Our clients benefit directly from this collective
knowledge. And it helps us to understand our clients more
quickly and provide them with a better level of service.

Ordina Promotor Score

Customer satisfaction index
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To deliver that added value to our clients, we make
frequent use of high performance teams. These are
multidisciplinary teams that we put together to address
a specific client objective. Our high performance teams
have an optimum balance of disciplines and personalities
with specific technology and business know-how to

2018

2019

The Netherlands

The Netherlands

Belgium/Luxembourg

Belgium/Luxembourg

deliver impact at a strategic, tactical or operational level.
To guarantee the success of the collaboration, we work
in a uniform manner, and we ask for feedback at every
level. This helps us to book results better, faster and more
effectively.

Online business lunches
Due to the nature of our services and the way we work, we
are becoming more successful at initiating discussions at
C-suite level. This is happening spontaneously, and also
because we invest in the creation of informal interactions,
in which we advise our clients on their strategy, but also
because we raise this as a topic of discussion if the
situation requires it.

2017

In 2021, building on the success of the previous year, we
restarted our online business lunches in the Netherlands
and Belgium. The aim of these lunches is to get together
with clients to discuss the trends and challenges in the
market and to look at potential opportunities or solutions.
Due to Covid-19, the online business lunches are an
original way to make and maintain contact with our clients.
Our clients have said they really appreciate these online
business lunches.

Workshops and roundtables
In addition to this, in 2021 we hosted a number of
workshops and roundtable discussions. These included
workshops and roundtable discussions with Dutch

RGB

2020

2021

government organisations, in which we helped our clients
to design their organisations in line with the ‘self-managed
teams’ model. Our Belgian colleagues organised a
roundtable for 20 clients in the industrial sector, which
looked at how you can use data and analytics to turn
useable insights and decisions into a competitive edge.
We also held a wide range of know-how sessions and
webinars with clients.

OPS and CSI
Each year, we measure to what extent our clients
appreciate our services and their general satisfaction
using the Ordina Promotor Score (OPS) and our client
satisfaction index (CSI). We aim for an OPS at least 70.0
and a CSI of 7.0.
We achieved our OPS target in 2021, with a score of 71.0
(2020: 70.2). In 2021, our OPS score in the Netherlands
rose to 72.0 (2020: 66.0). In Belgium/Luxembourg, we
achieved our target, but the OPS did fall to 70.0 from 76.0
in 2020.

RGB
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Markets
In the Benelux, Ordina works for local clients in three markets: financial
services, the public sector and industry. In these three markets, we have
built lasting client relationships and we have a balanced client mix across
the various sectors. Because we work with local people, we can add value
for our local clients. We are close to these clients.

Public
sector

A well digitalised government
is essential for society and its
citizens. The Dutch government’s
Digitalisation Strategy (NDS)
brings together the ambitions and
objectives for successful digital
transition in the Netherlands. Each
year, the government looks at
whether there have been any new
developments that require them to
adjust their strategy. The Belgian
government is also fully invested in
digitalisation. Ordina offers solutions
that are safe, agile and robust
and that improve the interaction
between citizens, the public sector
and organisations.

Financial
services

The importance of IT is constantly
increasing in the financial services
industry. Due in part to the Covid-19
crisis, the digital acceleration trend
has itself accelerated. We are seeing
growth in the availability and use of
data. Ordina is responding to this
trend with solutions that improve
performance and client experience
by optimising processes and
information, and with solutions in
fields such as data-driven working
and fraud detection and compliance.

Industry

Intelligent operations and uniform
processes are vital in this sector. To
stay ahead of the game, it is vital
to accelerate investment in IT and
new product technology. Ordina is
active in a number of subsectors,
such as manufacturing & services,
pharmaceuticals & life sciences
and in energy, utilities & natural
resources. We focus on themes
in the fields of business platforms
& cloud, digital acceleration,
cybersecurity & compliance and
data-driven.
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Development in

We also achieved our CSI target in 2021, with a score of 7.8
(2020: 7.7). In the Netherlands, we scored 7.8 (2020: 7.7)
and in Belgium/Luxembourg we scored 7.7 (2020: 7.7). We
will use the results to initiate a discussion with our clients
with the aim of continuously improving our services.

Revenue per market segment
In thousands of euros

2021 compared
2021

2020

to 2020

Public

163,853

151,485

8.2%

Finance

103,699

98,558

5.2%

Industry

126,919

119,190

6.5%

Total

394,471

369,233

6.8%

Revenue per market
In the public sector, revenue increased by 8.2 % to EUR
163.9 million in 2021 (2020: EUR 151.5 million). We
increased the number of high performance teams in the
public sector, as this way of working is increasingly seen
as the best way to accelerate digitalisation. The revenue
growth in the public sector was partly driven by an
increase in the use of external employees as a result of
contractual ‘must offer’ obligations.
Revenue from the financial services sector increased
by 5.2% to EUR 103.7 million (2020: EUR 98.6 million).
Financial services providers also made greater use of
Ordina’s high performance teams. They are targeting
improved performance and client experience with
solutions in fields such as data-driven working, fraud
detection and compliance. Additional growth was driven
by digital acceleration, as Ordina helped healthcare
insurers to develop low-code apps for their end
customers.
Ordina is active in the industry market in a number of
subsectors, such as energy, water and waste processing
(utilities), transport and logistics, pharma, telco and
media. Revenue in the industry market increased by 6.5%
to EUR 126.9 million in 2021 (2020: EUR 119.2 million).
Revenue was partly lifted by the acquisition of IFS Probity
in the Netherlands, with strong positions in the utilities
and mobility markets. In addition to this, we saw revenue
growth primarily in the pharmaceutical industry and
with a number of clients in the logistics and transport

sector. There is broad demand for solutions for business
platforms & cloud, data-driven and cybersecurity &
compliance.

Our road to 2026
In our journey to become a business
transformation partner, our high performance
teams will play an even more prominent role.
Over the past few years, we have already been
making more frequent use of high performance
teams. Now we are planning to make our high
performance teams the way we work at our clients.
By reaching clear agreements with our clients, we
ensure a consistent, unique client experience, one
in which we deliver on our promises. We are constantly looking for improvements, using objective
metrics that help us to collaborate faster, better and
more effectively. We also use best practices and
standards, equipping our high performance teams
to achieve client objectives even more effectively.

Our ultimate goal is to transform Ordina into a
network of high performance teams.
Ordina will continue to operate in its existing
markets: financial services, the public sector and
industry. On top of this, we will expand in specific
niche markets with added value services using our
business propositions and solutions for our local
clients. Because we have been active for many
year in the Netherlands, Belgium and Luxembourg,
we are fully aware of local legal and regulatory
requirements and can respond effectively to
compliance requirements. We can also deliver the
required expertise and we have necessary knowhow of existing legacy environments.
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Business propositions revenue / In millions of euros

3 Distinctive profile, today and in the future
Based on the Ordina 2022 strategy, acting as a digital
business partner, we have structured our services
in such a way that they help our clients realise their
business transformation. Armed with our five business
propositions, we offer a sustainable response to the
issues our clients face, working in high performance
teams. This distinctive profile allows us to operate closer
and closer to the core of our clients’ digital strategy and
objectives.
We want to see a major increase in the share of the
revenue that we realise via our business propositions
to 65% of our revenue in 2022. In 2021, this share came
in at 40% (2020: 38%). This means the growth of our
business propositions is lagging our ambitions. We have
set ourselves a challenging target, and we will continue
to aim for that target. However, we have noted that our
clients need time to get used to our new way of working
with high performance teams. Another factor is that
investments in large-scale systems and platforms initially
lagged somewhat due to Covid-19.
Ordina’s business proposition revenue increased to 40% in
2021 (2020: 38%). The high performance teams business
proposition in particular recorded strong growth in 2021.
At year-end 2021, we had around 170 teams working at
our clients (2020: around 100). We also saw growth in
the digital acceleration, cybersecurity & compliance and
data-driven business propositions. As we have stated
above, the impact of the Covid-19 pandemic have caused
revenue growth to lag in business platforms & cloud.
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At year-end 2021, we
had around 170 teams
working at our clients
Business propositions
Based on the Ordina 2022 strategy, we have structured our
services in such a way that they contribute to a successful
future for our clients and give us a more clearly defined
profile in the market. To strengthen our position in the
market we conduct regular market research at our clients.
We use the feedback we get from them to improve our
services and to increase our brand recognition.

Ordina Digital Monitor
The Ordina Digital Monitor (ODM) provides insight
into current trends and digital developments that help
companies to determine their direction. We use the ODM
to conduct Benelux-wide market research among more
than 1,700 IT decision makers in the public sector, industry
and the financial markets. In 2021, we conducted three

Aantal HPT teams

171

High performance
teams

Whoever can achieve real
collaboration across traditional
boundaries can truly accelerate.
Ordina’s multidisciplinary high
performance teams give our clients
a digital edge. We put together
our high performance teams on
the basis of a tried and tested
approach. They work in sprints on
a shared objective for our clients.
These teams are able to achieve
their goals quickly because our
employees are perfectly attuned
to each other, coach each other
and work effectively as a team.
As a result, the teams develop
rapidly and team performance
improves continuously. This puts
us in a position to immediately
help an organisation to accelerate
the creation of client value. We do
this by developing digital solutions,
raising the quality of IT applications
or optimising processes. At the end
of 2021, approximately 170 teams
were active at our clients (end of
2020: around 100 teams).
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Digital
acceleration

We help clients tackle their digital
and business transformations. In
doing so, we not only look at the
business and technology side, but
also investigate what this means
on a human level. We connect
organisations in the digital world
with clients or employees via a
range of technical possibilities.
By making smart use of new
technologies such as virtual reality,
augmented reality and artificial
intelligence, and by responding to
the needs of the target group, we
improve service levels and increase
client satisfaction.

Business
platforms & cloud

Business platforms support
an organisation’s physical and
digital processes. Whether this is
operations, planning, finance or
sales, they must be available 24/7
and offer scope for improving
performance and effectiveness.
Ordina maximises the effectiveness
our clients' business platforms
to guarantee the continuity of
processes. We ensure the technical
continuity of the platform, guarantee
the availability of know-how
and target satisfaction. We also
realise that the demand for new
functionalities always exceeds
available budgets, manpower and
know-how. This is why we provide
advice on priorities and smart
alternatives. We strike a balance
between investing in reliability and
investing in innovation. On top of
this, we ensure that our clients'
platforms are agile enough to move
with the organisation and its future.

Data-driven

A data-driven organisation is able
to actively combine know-how from
the organisation with know-how
derived from data, to make sure
that organisation is prepared for the
future. Using this data intelligently
in an organisation and in all its
business processes makes the
organisation agile and able to excel
in a digitalising world. The result:
more decisiveness, an excellent
client experience and the ability to
anticipate future developments with
a modified business model.

Cybersecurity
& compliance

Our cybersecurity & compliance
teams make our clients’ businesses
safe and resilient against attacks,
something that is becoming
more important by the day. We
minimise the chance that hackers
can gain access. And if our clients
are actually attacked, we ensure
that they can respond quickly and
effectively, to limit damage and
make sure they can quickly get their
systems up and running again. We
focus on the most relevant security
risks, plotted against an organisation’s primary processes. Ordina
uses an integrated approach, which
includes technology, organisational
issues and human aspects.
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market surveys. The resulting reports focus on themes
that play a role in digitalisation of companies. The first
survey focused on cybersecurity and it emerged from the
survey that almost all companies acknowledge that their
organisations run the risk of encountering cyber threats
due to suppliers and software. Only one in five sees this
as a high risk or very high risk.
The second ODM survey focused on multidisciplinary
teams. The survey explored the use multidisciplinary
teams and primarily the difference in expected
advantages and results between respondents and
organisations that do or do not already work with teams.
It emerged from the survey that 52% of the IT decision
makers polled, believed that you book the best results
with multidisciplinary teams in IT projects. It is generally
true that the use of teams is popular and this is expected
to remain so.
The final ODM survey focused digital acceleration.
The survey revealed that six out of 10 decision makers
say that, due to Covid-19, the business focus of their
organisations has shifted to another client segment or
another end-client. The investment in new technology
was the main factor in their ability to realise the shift.

Brand recognition campaign
In early 2021, we set to work armed with the results of
our Benelux-wide brand recognition survey. This revealed
that we needed to work on wider brand recognition for
Ordina in Belgium and Luxembourg. Ordina is known in
the Netherlands, but we want to put our expertise in the
spotlight among IT decision makers. This was why in
2021 we launched broad campaign in Belgium to increase
our brand recognition. We launched this campaign in the
Netherlands in early 2022. The campaign slogan is ‘Being
ahead of change has its advantages’ (Voorlopen heeft
zo z’n voordelen), which shows that we give our clients a
digital edge.

Our road to 2026
Our 2026 strategy continues to build on our proven
business propositions. In the next step, we will
distinguish between various digital themes and market
themes in our five business propositions.
Distinguishing between digital and market themes will
enable us to respond even more effectively to market
demand and our clients’ needs. Our digital themes,
such as business automation or the digital workplace,
provide a response to the digital issues organisations
will face in the next four to five years as they look to
realise their digital roadmap to the future. In addition
to this, Ordina distinguishes between specific market
themes that address market challenges our clients
in specific sectors will face in the coming years.
One example of such a market theme is de digital
supply chain in the industry sector. This is always a

combination of digital and market know-how with digital
expertise. Together, we will combine our know-how and
excel in niche markets.
An increasing number of our clients are looking for fast
time-to-value solutions for their business challenges.
Speed of delivery and adaptability are significant
differentiating factors for our clients in times of
change. Ordina is responding to this need by building
applicable and useable solutions that can be used by
multiple clients to address shared business challenges.
For instance, we have a great deal of experience in
the claiming of healthcare costs via a claim app at
a healthcare insurance company. The basis of this
solution can easily be used for other healthcare
insurers. This enables us to radically shorten the
time-to-value. We create these solutions in collaboration
with our clients to make sure they are fit for purpose.
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accelerated growth

Development in
Revenue per segment
In thousands of euros and %

2021

2020

to 2020

The Netherlands

259,195

245,569

5.5%

Belgium/Luxembourg

135,276

123,663

9.4%

Total

394,471

369,233

6.8%

Our goal is to have a sustainable positive impact on all our
stakeholders. This is why in our Ordina 2022 strategy we
aim for above average financial returns.

EBITDA per segment

We will achieve this primarily by delivering added value
to the strategic agendas of our clients. This will result in
different kinds of assignments for our teams. In addition,
we have got our operation in good order thanks to the
careful execution of our strategy. We are also looking to
achieve a balanced cost structure with a low overhead.
Thanks to this, our net profit rose to EUR 24.6 million in
2021.

Accelerated growth
Ordina is aiming primarily for organic growth and is
targeting annual growth of 3% to 6% in 2022. On top of this,
we want add to our portfolio with targeted acquisitions
and expand into niche markets. In 2021, we acquired IFS
Probity, a Dutch IT services provider offering solutions
for complex, high-volume billing processes. These give
companies an overview and control of complex payment
processes. The acquisition of IFS Probity strengthens
Ordina’s position in the utilities and mobility markets.
Ordina’s revenue increased by 6.8% to EUR 394.5 million
in 2021 (2020: EUR 369.2 million), with growth in all our
markets. The organic revenue growth of 6.1% was at
the upper end of our target of 3-6% for 2022. Our new
reference point for the medium to long term is 2026, with
an increased annual growth target of 5-8%. Our main focus
will be on organic growth, complemented with acquisitions
in niche markets to enhance our portfolio.

2021 compared

In thousands of euros and %

2021

2021

2020

2020

The Netherlands

28,061

10.8%

24,648

10.0%

Belgium/Luxembourg

22,128

16.4%

21,714

17.6%

Total

50,189

12.7%

46,362

12.6%

Ordina’s business proposition revenue increased to 40% of
our total revenue in 2021, from 38% in 2020. The growth
of our business proposition revenue lagged our target
of 65% in 2022. We underestimated the time our clients
need to be convinced of the advantages of working in high
performance teams, plus large-scale investments initially
lagged due to the impact of Covid-19. We are maintaining
the above target, but we will need more time
EBITDA rose by EUR 3.8 million to EUR 50.2 million in 2021
(2020: EUR 46.4 million). The EBITDA margin increased to
12.7% (2020: 12.6%). The improvement in our result was
driven by an increase in team-based assignments with our
professionals, more client contracts based on our business
propositions, improved rates and improved productivity,
which increased to 72.1% in 2021 (2020: 70.1%).
In the Netherlands, EBITDA increased by EUR 3.4 million to
EUR 28.1 million, while the EBITDA margin rose to 10.8%.
This improvement was the result of an improvement in
productivity, higher business proposition revenue, and
improved rates. In addition, operating costs were lower as
a result of home working, including lower fuel costs, as well
as lower social premiums in the second half of the year.

Ordina therefore managed to absorb rising inflation and salary
pressure. In the first half of the year, our result was impacted
by a provision (around EUR 1.6 million) set aside for a dispute
from the past with one of our suppliers.
In Belgium/Luxembourg, EBITDA came in EUR 0.4 million
higher at EUR 22.1 million and the EBITDA margin came
in at 16.4%. The high margin was driven by the growth of
the organisation with our own employees, higher business
proposition revenue and lower operating costs as a result of
home working, including lower fuel costs. Rising inflation and
salary pressure did result in higher personnel expenses in
Belgium/Luxembourg in 2021.
Ordina’s net profit rose by EUR 2.3 million to EUR 24.6 million
in 2021 (2020: EUR 22.3 million), fully in line with the increase
in our EBITDA. The revaluation of our tax-loss carry-forwards
in both 2020 and 2021 had a positive impact on net profit.
These revaluation were the result of the adjustments to future
nominal corporate income tax rates in the Netherlands.
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Ordina’s cash position

Net cash development full year 2021

At year-end 2021, Ordina’s net cash position stood at EUR
43.6 million (year-end 2020: EUR 44.4 million).

Rounded, in millions of euros
100

Ordina’s free cash flow declined to EUR 27.6 million in 2021
(2020: EUR 29.3 million). This drop was the result of a
higher investment cash flow in 2021.
As at 31 December 2021, Ordina had not drawn on its
financing facility. At year-end 2021, Ordina’s leverage ratio
stood at a negative 1.1 and the Interest Cover Ratio stood
at 223.1, which meant that Ordina easily complied with the
covenants included in its financing agreement.
Financial position
Our strategic choices in the past few years have resulted
in improved returns and a positive free cash flow. We have
also reduced our long-term debt, and Ordina has a positive
cash position.
We use our positive cash position for Ordina’s working
capital requirements and targeted investments in growth
in the short and medium term. Due to our business model,
Ordina takes a conservative approach to adding long-term
debt to its balance sheet.
The aim of our strategy is to refine our profile in the market,
to accelerate our growth and to continue to improve our
returns by being the digital business partner for our clients
and offering high-quality services. Ordina’s priority is
organic growth, supplemented with selective acquisitions.
Our goal is to integrate these acquisitions. So when we are
contemplating potential transactions, we take a very critical
look at the optimal fit, which can vary from size to various
aspects of business and culture. Our current financial
position allows us to make targeted acquisitions
if the opportunity arises.

14.4
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0.4

2.9

-4.9

-3.5

-22.3

24.6
60

40

-12.5
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result
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Cash flow
from
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Interest
&
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In addition, Ordina has a dividend policy based on the payout of 40-60% of its net profit to our shareholders.
If we have sufficient cash and if the business outlook
and the expected investment agenda justify this, we may
consider using our cash position for other purposes, such
as an extra dividend or a share buy-back programme.
Share buy-back programme
The net cash position stood at EUR 43.6 million at yearend 2021. Thanks to this position, the business outlook
and the investment agenda, Ordina feels able to start a
share buy-back programme, in addition to our regular
dividend payment for 2021. The goal of the share buyback programme is to further optimise our balance sheet
(capital reduction), plus it allows us to efficiently distribute
a portion of our cash position not required for the business
to our shareholders.

RGB

Net
Group
investments company
acquisitions

Dividend
pay-out

Cash flow
from
financing
activities

Net cash
at year-end
2021

The programme starts 1 May and Ordina has maximised
the size of the programme at EUR 15 million. Ordina
has the option to discontinue the programme on an
interim basis if there is any significant change in the
circumstances that led to this decision.
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Share Price Development 2021

Our road to 2026

Change in % compared to December 31 2021

In the coming years, we want to
accelerate our growth to increase
our profit and our margin. We are
fully equipped to meet the changing
demands of our clients thanks to the
expertise we have combined in our five
business propositions, which create
greater added value for our clients.
The transition to added value activities
should result in excellent returns.
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Aug

Results per share
(In euros)

Sep

Oct

Nov

31 Dec

31 Dec

2020

2021

2.875

4.100

42.6%

624.61

797.93

27.7%

1154.80 1393.66

20.7%

Dec

2021

2020

2019

2018

2017

Equity

1.92

1.91

1.75

1.64

1.58

Free cashflow per share

0.30

0.31

0.12

0.10

0.12

Net earnings per share

Per-share information

0.26

0.24

0.16

0.07

0.03

Net earnings per share fully diluted

0.26

0.24

0.16

0.07

0.03

Dividend per share

0.16

0.24

0.10

0.05

0.02

Ordina share price movements
In the course of 2021, the Ordina share price rose by
42.6% (2020: a rise of 41.3%). The Ordina share price
stood at EUR 4.10 on 31 December 2021 (year-end 2020:
EUR 2.875). The SmallCap Index recorded a rise of 20.7%
compared with 31 December 2020. The trading volume in
Ordina shares came in at a daily average of 350,714 shares

RGB

in 2021 (2020: 378,573). In June 2021, Ordina hosted
a Capital Markets Day, at which we explained our
Ordina 2026 strategy and announced new revenue and
ESG target.

We have raised our annual revenue
growth target to 5-8% and adjusted our
EBITDA margin target to 12-14%. These
new targets take into account market
conditions, a continued tight labour
market, rising inflation and increasing
salary pressure. We are also raising our
target for the revenue share from our
business propositions to 75% in the
period to 2026.
Our priority for the period to 2026 will
be organic growth, supplemented with
selective acquisitions aimed at adding
to and expanding our portfolio in niche
markets.
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 SG (Environmental, Social and
E
Governance)

Socially responsible or sustainable business (ESG) is
becoming increasingly important for our clients, our
employees, our shareholders and our other stakeholders.
Over the past few years, we have devoted a great deal of
attention to corporate social responsibility and reported
in detail on our efforts and progress on that front in
previous annual reports. In 2021, we went a step further
and embedded ESG in Ordina’s corporate strategy, as a
separate strategic pillar. Because we have revised this, we
will not go into more detail on the 2026 strategy, as we did
in the other strategy sections. We accept our responsibility
for a better world on the basis of our intrinsic motivation.
That motivation is based on the fact that we are a part of
society and on our Ordina DNA: the fact that we work with
people and for people.
Our ambition goes further than sustainable financial
returns. We want to achieve a lot more. We see it as our
moral duty to accept our social responsibility. We want to
deal sustainably with our own people, people in vulnerable
positions and our planet. This is why our operations are
geared towards the creation of long-term financial, social
and environmental value.
What is more, by practising corporate social responsibility,
we strengthen our own (future) position. It offers us the
opportunity to continue to be successful in the future and
to attract talented employees. In addition to this, we also
meet the wishes and demands of our stakeholders. But
this theme is also becoming increasingly important to
our clients, employees, partners and other stakeholders
themselves. We are keen to act together to contribute to

solutions for the social challenges we are all facing today.
We have deliberately chosen not to purchase certificates,
which would allow us to buy off our social and
environmental impact. Nor do we donate money to good
causes. We have our own targets and initiatives, which we
use as much as we can in the countries where we operate:
Belgium, Luxembourg and the Netherlands. In addition, we
primarily make use of our own know-how, expertise and
specialisations to have an impact. In our view, this is the
way to have an actual impact, certainly in the long term.
Our ESG strategy is based on three pillars: 1) environment
2) society and 3) governance.

Environment
In this pillar, we focus our efforts on the reduction
of our CO2 emissions. Ordina complies with national
and international (European) legal and regulatory
requirements and recognised certification programmes.
We have committed to strict targets and transparent
reporting on the progress we make. Ordina wants to be
a trendsetter on the CO2-reduction front. We will offer our
expertise to our clients, to help them reduce the
CO2 emissions in their chains.
The Covid-19 pandemic has had a major impact on how
we work and how we think. It has reduced the number of
travel movements to and from our offices and our clients,
and it has also reduced electricity and gas consumption
at our offices. This new mindset will help us achieve our
targets. We encourage our employees to work and hold
meetings in a ‘smarter’ fashion from locations, using
technical support.
Our total CO2 emissions fell once again in 2021,
thanks to less travel by our employees due to Covid-19
measures, as well as to the (partial) closure of our offices
during (partial) lockdowns. A portion of our emissions

consequently moved to home offices, but it is difficult to
measure this reliably.
Our total emissions declined by 7% in 2021 compared
with 2020. This drop was largely due to the Covid-19
situation last year. As a result of the Covid-19 restrictions,
our offices were either closed or set up to meet the 2020
1.5-metre distancing rules, plus we did everything we
could to help our employees work from home as much
as possible. We therefore adjusted our CO2 reduction
target to this situation to reflect the new way of working.
So instead of CO2 reduction per workstation, we are now
targeting a CO2 reduction per square meter, which we
believe gives a clearer picture.
Ordina is also devoting a great deal of attention to making
its car fleet more sustainable. We are still looking to
switch to a fully electric car fleet in the Netherlands in the
short term. We have also ordered our first electric lease
cars in Belgium. In 2021, Ordina had around 2,000 lease
cars, and 381 of these were fully electric cars at yearend 2021 (year-end 2020: 301). This means that around
20% of our total fleet is fully electric. We reduced our fuel
consumption by 5.7% in 2021.
All of this combined led to a 52% reduction in our CO2
emissions per FTE, compared with 2019. We therefore
also met our target of 30% less CO2 emissions per FTE
compared with 2019.
Finally, via our services we also helped our clients to
reduce their CO2 emissions at our clients, for instance
via a migration to a cloud environment. This gives us an
opportunity to have an even greater positive impact on
the environment via our clients. However, it is difficult to
measure the full impact of this.
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EU taxonomy
In March 2018, the European Commission unveiled its
action plan for the financing of sustainable growth. A
significant part of this plan is to provide incentives for
financial institutions to make the transition to financing a
climate-neutral economy.
To help investors to identify investments that contribute
to this objective, the EU drew up a taxonomy regulation.
This taxonomy is a classification system that tries to
define the environmental impact of economic activities
and to make these transparent. The aim of the taxonomy
is to make a significant contribution to the realisation of
the objectives laid down in the European Green Deal.
For the 2021 financial year, we report on the activities that
could contribute (i.e. Taxonomy Eligible) to two objectives:
1. Climate Change Mitigation
2. Climate Change Adaptation.
If we translate this into an example: Ordina’s entire car
fleet could contribute to Climate Change Mitigation, by
reducing greenhouse gas emissions. Only fully electric
cars actually contribute to this objective and are referred
to as taxonomy-aligned. The EU will report on the
taxonomy-aligned section over 2022.
The IT sector is seen as a significant enabler in the
ongoing effort to improve sustainability in the EU
taxonomy. This based on the premise that the IT
sector’s economic activities can contribute to improved
sustainability in other sectors, such as more efficient

planning of traffic movements using software, which will
in turn reduce greenhouse gas emissions.
We have assessed which of Ordina’s economic activities
could contribute to the above-mentioned objectives. We
report on revenue, investments (CAPEX) and expense
(OPEX). The EU taxonomy includes a context for each
objective in which these activities are taxonomy-eligible.
Ordina’s activities qualify as information and
communications services. In the Climate Change Adaptation objective, the taxonomy defines the economic
activities that are taxonomy-eligible in very broad terms;
namely as computer programming, consultancy and
related activities. Almost all of Ordina’s revenue qualifies
as taxonomy-eligible under this objective.
The activities that do not fall under this objective are our
hosting services and the platforms we work with. These
qualify as taxonomy-eligible under the Climate Change
Mitigation objective. This means that all of Ordina’s
revenue qualifies as taxonomy-eligible.
If we look forward on the basis of our current
interpretation of taxonomy-aligned activities, we
note that - unlike the taxonomy-eligible section - the
taxonomy-aligned section is defined in very narrow terms
for computer programming, consultancy and related
activities. On the basis of this interpretation, we expect
to report very limited taxonomy-aligned revenue for the
Climate Change Adaptation objective in 2022.

Notes in annual
Taxonomy-Eligible 2021

Eligible

Non-Eligible

Revenue

100.0%

0.0%

accounts

6

CAPEX

100.0%

0.0%

8, 9, 10

OPEX

100.0%

0.0%

22, 23

To be able to report investments and expenses, we
will first look at the definition of total investments and
expenses included in the EU taxonomy. The total CAPEX
and OPEX, as defined in the EU taxonomy translates as
follows for Ordina:
1. CAPEX pertains to investments in intangible fixed
assets (IAS 38), excluding goodwill, property, plant and
equipment (IAS 16) and leases (IFRS 16).
2. OPEX pertains to research and development costs,
the renovations to buildings, short-term leasing,
maintenance and repair costs and other direct costs
related to the day-to-day maintenance of property,
plant and equipment.
Based on our current interpretation, this means that
according to the EU taxonomy OPEX is less than 7.5%
of total operating expenses, excluding depreciation, as
we report this in the income statement. The biggest
difference with our total operating expenses is due to the
fact that expenses such as salary expenses do not fall
under the EU taxonomy definition of OPEX.
To determine the taxonomy-eligible share of investments
and costs, we once again look at the economic activities
to which these are related. Given that 100% of our
revenue comes from taxonomy-eligible activities, we also
report on the basis of 100% taxonomy eligibility for our
CAPEX and OPEX.
Ordina applies the EU taxonomy for the first time
this year. We have noted that there is still no market
consensus on how this should be applied. The legislation
is new, not entirely complete and there are no examples
to assess its application. In the coming year, we will
define our interpretation of the taxonomy in greater
detail, which could have impact on the share and how we
report in the future on the taxonomy-eligible share of our
revenue, CAPEX and OPEX.
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Diversity and
inclusion

M/F ratio / in %

M/F ratio in managerial positions / in %

Inclusiveness culture score

7.6
I can express a deviating opinion
at Ordina (scale of 1-10).
Source:
Employee engagement survey

The second pillar in our ESG strategy is society. Our
ambition is to give everyone equal opportunities, both on
the labour market and in terms of access to digital tools
and digital know-how. We do this primarily through local
initiatives. For instance, we support computer sciences
education in secondary schools. We participate in the COTeach project that was set up by NL Digital and the Dutch
Ministry of Education.
Diversity and inclusion
To realise our ambition, we first need to look at ourselves.
We are firmly convinced that our success depends
entirely on the quality of our people and the diversity of
our teams. Internally, we therefore focus on diversity and
inclusion. Diversity with regards to the ratio of men to
women, but also in terms of people with varied cultural
backgrounds, people with a disadvantage on the labour
market and our LGBTIQ+ colleagues. One of our main
objectives is to make sure at least 30% of our employees
are women by 2030. We are working hard to achieve that
goal, currently 20% of our employees are women.
.

2020

66

69

Female 34

31

2020

80

80

Male

Female 20

20

Male

Society

2021

2021

To create awareness about this topic within Ordina,
we did several things in 2021:
• In our employee engagement survey, we asked for
input on how employees experience diversity and
inclusion in the Ordina organisation, as well as where
we could improve.
• We organised a management meeting for our Benelux
managers to inform them about the power of diversity
and inclusion. This was led by an external authority.
• We launched an unconscious bias e-learning cause
for all Ordina employees. We gave all our managers
a work book explaining how they can discuss this
subject in their teams.
We also took the first steps towards optimising our (HR)
processes for diversity and inclusion.
• When we are recruiting senior managers, the shortlist
must include at least one female candidate.
• At Ordina, we ensure that we are Ahead of change in
everything that we do, what we stand for, who we are
and the message we convey. We have a distinctive
story and an appealing brand, but now we also have
a diverse and distinctively strong language. Our job

vacancy texts and employment terms and conditions
are screened for inclusive language use and changed
when necessary.
• Our recruiters started a course in inclusive recruitment
in early January of this year.
Ordina’s Diversity and Inclusion community offers a
platform for the promotion of diversity and inclusion
within Ordina. For instance, during Ramadan in 2021, we
published articles on the Ordina intranet about Ramadan
and many Ordina colleagues took part in Ramadan-for-aday. We also set up a workshop on Dutch sign language
and we devoted attention to Pride Month, with personal
and informative stories on our intranet. In November,
several Ordina colleagues with their own diversity issues
also shared their stories on our intranet. The series of
stories about things like blindness and deafness were
closed with the ‘Experience the power of diversity’ event.
Ordina’s various formal and informal communities play an
important role in forging shared connections and enrich
our employees. These communities are set up by our
employees and Ordina facilitates their gatherings and

64 Annual report 2021 – Strategic pillars, goals & results

meet-ups. People use these communities to connect with
each other, in both online and face-to-face meet-ups, on a
particular subject, a shared passion or sport.
We use our annual employee engagement survey to
measure the extent to which people ‘feel free to express
their opinion’. This is an important part of feeling at home
in an organisation. The score on this question was 7.6 in
2021 (2020: 7.5).
In addition to devoting attention to personal
characteristics, connecting subjects and freedom of
expression, we also measure diversity on a quantitative
level on the basis of the ratio of men to women. In 2021,
the ratio was 80% men versus 20% women. However,
our aim is to achieve a more balanced division of our
workforce.
At management level, the ratio is 66% men versus
34% women. This male/female ratio is therefore more
balanced at this level, but we would like to have people
from a more diverse range of backgrounds, cultures and
religions.

Governance
The third pillar of our ESG strategy is Governance. Our
code of conduct and related guidelines define how we
would like both our management and our employees
to act and behave. We run our company on the basis
of healthy economic principles, we are a loyal partner, a
reliable supplier, a socially responsible employer, and we
take our social responsibility seriously. You will find more
information on our governance policy in the Governance
chapter.

