ABOUT ORDINA

15

ANNUAL REPORT 2018

ANNUAL REVIEW ABOUT ORDINA OUR PEOPLE CSR GOVERNANCE & RISKS REPORT OF THE SUPERVISORY BOARD FINANCIAL STATEMENTS

ABOUT ORDINA
Ordina has been active as an IT services provider in the Benelux
for more than 40 years. We closely monitor the latest technological
developments and make these relevant by creating innovative
business and IT applications that add value for our clients.

GET TO KNOW
ORDINA

Ordina’s head office is in Nieuwegein, the Netherlands.
The company was founded in 1973.
Ordina shares have been listed on Euronext Amsterdam
since 1987 and are included in the Small Cap Index (AScX).

vision

Ordina is the largest independent IT services
provider in the Benelux. We focus on giving our

mission

Ahead of change

Partnerships in sustainable innovation

clients a digital edge in the sectors: financial
services, industry, the public sector and healthcare.
We do this by devising, building and managing
technological applications. Ordina helps its clients
to stay ahead of the challenges and changes in their
business. We operate under the names Ordina,
SourcePower and Clockwork.

Businessport folio

We have focussed our business
activities in five business
propositions: High performance
teams, Intelligent data-driven
organisations, Digital acceleration, Business platforms
and Security & privacy.

REVENUE

358.5

EBITDA 18.7
Net profit 6.9
Net cash position (year-end 2018) 18.5
In EUR millions
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services

We provide our services
in the form of consulting,
professional services and
application management.

partnerships

Ordina has partnerships
with companies including
Microsoft, Oracle, SAP,
Salesforce, Mendix, Quintiq,
T-Systems, Pegasystems,
Hippo, Atlassian, SAS,
Complions-GRC and
WhereScape.

EMPLOYEES

2,743

(year-end 2018: 2,647 FTEs).
With Ordina in the Netherlands
and Belgium/Luxembourg
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ABOUT ORDINA

Organogram Ordina

comparable, but there is a different balance. For

Professional services

The Management Board comprises the CEO and CFO, who

instance, application management and project activities

We design, build and test applications for our clients.

together also form the statutory management. The

represent a greater proportion of our revenues in the

These can be out-of-the-box solutions, but we also often

Management Board is responsible for the strategy and

Netherlands than in Belgium/Luxembourg.

work with open source and tailor-made solutions.

management of Ordina. Ordina has an executive

We use the latest development environments and

Committee (ExCo) to ensure the daily operational

In the Netherlands, the organisation consists of Delivery,

technologies. We prefer to work with our clients in

management is organised as efficiently and effectively as

Commerce and staff departments. Delivery the Nether-

multi-disciplinary, agile and DevOps teams (High

possible. The ExCo consists of the Management Board, the

lands and Belgium/Luxembourg provide clients with

performance teams), in which we build end-to-end

director of Delivery the Netherlands, the director of

services in the fields of consulting, professional services

applications that we test and implement with all due

Commerce the Netherlands, the director Belgium/Luxem-

and application management. Ordina executes these

care at our clients’ companies. Our specialists are

bourg, the director of Human Resources Management and

activities in both project form and other contract formats.

trained to operate in an agile team, in both technical and
operational terms. This is how we create innovative

the director of Portfolio & Business development. You will
find the legal organogram on page 206.

Management Board
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Commerce
(NL)

Delivery
(NL)

business and IT solutions for our clients that add value

Our activities in the field of professional services,

and yield tangible results.

consulting and application management are closely

ORDINA

Portfolio &
Business
Development
(BeNeLux)

Our services

BeLux

connected. We regularly start with a request for advice

Application Management

that may lead to a project and the design, management

Our application management activities are geared

and follow-up development of applications and systems.

towards renewal, continuous development and
maintenance of IT applications, (cloud) infrastructure

Consulting

and workspaces, on the basis of long-term contracts. In a

Ordina’s consulting division provides clients with advice

world in which IT plays an ever-growing role and in

on how they can use IT to improve, accelerate and

which new developments are arriving at an increasingly

optimise their business processes. We deliver added value

rapid pace, companies must be able to rely on the stable

Organisational structure

to our clients by connecting technical expertise with

availability of IT systems. At the core of the services

Ordina is active in the Netherlands and Belgium/

know-how of our clients’ businesses. We provide solutions

Ordina provides is a guarantee of continuity, together

Luxembourg. We have 1,909 employees (year-end 2018:

in areas such as strategy, business processes, business

with the certainty that the IT landscape will continue to

1,823 FTEs) in the Netherlands and 834 (year-end 2018:

intelligence and chain integration, using existing and new

meet evolving requirements thanks to continuous

824 FTEs) in Belgium/Luxembourg. The services we

technologies. We combine know-how with creativity and

innovation. We apply innovations in a way that ensures

provide to clients in the various countries are

technology to arrive at sustainable solutions.

they provide clear added value.
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STRATEGY

VISION

MISSION

AHEAD OF CHANGE
Technological developments such as cloud services, the
Internet of Things, digital platforms, data analytics and

PARTNERSHIPS IN SUSTAINABLE
INNOVATION

virtual reality are drastically changing the world in which we

Being able to innovate incredibly quickly, or slowly become less relevant. Many organisations are

live and work. The pace of change is high. What someone

familiar with this challenge, a challenge they need to meet rapidly and effectively. They need to

comes up with today can have an impact tomorrow.

recognise the opportunities offered by technical innovations early in the game. The success factors in
this process include utilising their own innovative strength, connecting people and organisations via

In our view, IT is the key to meeting new, crucial challenges

intuitive technologies and implementing innovations in a secure and robust manner.

that companies and organisations face. Digitalisation helps
organisations perform better and remain relevant.

We want to forge partnerships in sustainable innovation with our clients. We invest heavily in understanding and analysing our clients’ businesses, because we want to carefully apply the latest know-how

IT has become core business and the driving force

and technology in the context of our clients’ businesses. What we see is that the smooth running of primary

behind innovation and a deciding factor when it comes to

processes within organisations is heavily dependent on the flexibility of the organisation’s IT environment.

companies’ ability to stand out in the market. At the same
time, IT provides an answer to major issues in society, such

This means that IT projects have become fundamental change processes: a successful technical

as a more efficiently operating public sector, affordable

implementation depends on the extent to which existing processes, roles and employee responsibilities

healthcare and a cleaner environment.

are able to adapt to these changes. That requires intensive cooperation, not just on the part of clients, but
also from Ordina. And what that requires first and foremost is the right mindset to co-create and achieve

If IT wants to fulfil that crucial role, people must be able to

the desired result together.

rely on smoothly operating and sustainable solutions. Only
then can IT help people advance successfully in the ever

Of course, we observe the highest standards of corporate social responsibility in everything we do.

more rapidly changing world and create long-term value.

It goes without saying that we attach a great deal of importance to forging sustainable relationships with
our stakeholders. This is the only way we will always have the knowledge we need to use the latest

We help our clients stay ahead of change, so they are

technologies to be of real value to our clients, and to create long-term value. Ordina is never far away

prepared for the challenges the future will bring.

from its clients, knows the local market and local laws and regulations inside out, plus we add to this
knowledge by working with partners whenever this is necessary. At Ordina, the lines to our specialists
and to our managers are always short.
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STRATEGY

OUR COURSE
We have three pillars in our strategy: excellent services, specific solutions and growth with our own people.
Our clients:
focus on excellent services

Business portfolio:
focus on specific solutions

Ordina itself:
focus on growth via our own employees

Ordina is a proactive IT and business partner with

Our clients require compact projects that yield quick

Our clients prefer us to fulfil contracts with our own

excellent services. IT professionalism is the basis of what

results. We use our five business propositions,

employees, because of their expertise, knowledge of the

we do and who we are. We make the issues our clients

High performance teams, Intelligent data-driven

market and engagement. We do our utmost to recruit

face our main priority and we take full responsibility for

organisations, Digital acceleration, Business platforms

new employees and continue to engage and excite our

the end result. As a local player, we are approachable for

and Security & privacy to help successfully realise

existing employees. Because Ordina is a great place to

our clients. We use our expertise and innovative strength

projects on the cutting edge of IT and business.

work, an attractive company for the top talents who will

to work with our clients and give them a digital edge.

help us to realise our ambitions.
We are also taking the first steps towards making our

Ordina is active in the financial services sector, public

existing business portfolio reproducible and scalable.

Ordina has its own Ordina-specific DNA, which is

sector and the industry and healthcare markets.

For instance, we are creating specific solutions for

characterised by solid professionalism, low-threshold

Our thorough knowledge of the markets and business

mortgage lenders, logistics providers or the

cooperation and how Ordina employees continuously

allows us to devise solutions for our clients using a

pharmaceutical industry. We create added value in

enhance their knowledge of their clients. It is also

combination of technology and our business

partnership with our clients.

important that every Ordina employee continues to

propositions.

develop in their own field of expertise, so we will truly
remain ahead of the changes in our areas of expertise in
the future.
HIGH
PERFORMANCE
TEAMS
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INTELLIGENT
DATA-DRIVEN
ORGANISATIONS

DIGITAL
ACCELERATION

BUSINESS
PLATFORMS

SECURITY
& PRIVACY
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STRATEGY
INTELLIGENT
DATA-DRIVEN
ORGANISATIONS
FINANCE

INDUSTRY

financial services

industry

HIGH
PERFORMANCE
TEAMS

DIGITAL
ACCELERATION

Vision

AHEAD OF CHANGE
Mission

Partnerships in sustainable innovation

SECURITY
& PRIVACY
government

PUBLIC
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BUSINESS
PLATFORMS

health care - zorg

HEALTHCARE
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BUSINESS PROPOSITIONS

BUSINESS PROPOSITIONS ARE AT THE CORE
OF ORDINA’S GO-TO-MARKET STRATEGY
To give Ordina a clear profile in the market, we have bundled activities
in five business propositions: High performance teams, Intelligent
data-driven organisations, Digital acceleration, Business platforms and
Security & privacy.

These business propositions are at the core of Ordina’s go-to-market strategy
and show how we can help our clients to get ahead of change; how we can
make organisations intelligent and data-driven and how we can realise digital
acceleration. It shows what we have to offer in the field of optimising business
platforms and how we safeguard security & privacy. Our High performance

Business propositions
ordina

teams business proposition shows how we combine our know-how and
expertise to arrive at compelling results.
The issues our clients face are always our starting point. We accept full control
and responsibility of the contracts we execute. In co-creation with our client,
we realise long-term added value for our clients and help them realise their
digital and business transformation. And we offer our employees attractive
projects on the cutting edge of business and IT, making Ordina an attractive
employer for talented people in our sector.
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BUSINESS PROPOSITIONS
INTELLIGENT DATA-DRIVEN
ORGANISATIONS

HIGH PERFORMANCE
TEAMS
The world is digitalising. Banks are

(the composition of the team),

Organisations that can translate data

Ordina provides organisations with

becoming tech companies, public sector

facilitating (the support given to the

quickly and consciously into valuable

support on fronts such as data science,

organisations are moving towards digital

team, including training and coaches)

information and use this as a business

LinkedData, GEO-information and

interaction with citizens and players in

and evaluations (the use of metrics).

compass perform better and remain

Supply Chain Optimisation.

relevant. We call this an intelligent

the industry sector are also deploying
innovative solutions to increase value for

High performance teams work together

data-driven organisation. Such

The result: a more effective organisation,

their clients. Being able to innovate

on the basis of a DevOps culture. They

organisations know exactly what is going

an outstanding client experience and the

incredibly quickly, or slowly fading away.

cut the project up into manageable goals

on in their environment and are flexible

insight the organisation needs to use its

Many organisations are familiar with this

and realise these goals in short cycles.

enough to respond to that effectively.

adapted business model to anticipate

challenge, a challenge they need to meet

They differentiate themselves through

quickly and effectively. That is exactly

their high level of team maturity, marked

why we have Ordina’s High performance

by high levels of reciprocal coaching

the maximum value from data:

teams. These teams facilitate the rapid

and the constant measurement of

•

realisation of projects on the cutting edge

effectiveness. Finally, Ordina’s High

relevant internal and external data

of IT and business.

performance teams use a fixed set of

sources, making sure that our clients

and respond to tomorrow’s world.
Ordina helps organisations to generate
By mapping out and reviewing the

tools and business platforms to simplify

can collate this data and make it

Our High performance teams are fully

processes and save time in the

available to the right people in their

geared towards developing innovative

development process.

organisation or to their clients.

•

solutions for our clients, increasing the

By offering our clients solutions to

quality of IT solutions or optimising the

This combination ensures that the teams

analyse the mix of data, to visualise

primary processes at our clients. These

achieve their goals quickly and generate

same, discover new connections and to

are multi-disciplinary coalitions of

maximum client value. One positive

gain a deeper understanding of their

professionals who are highly attuned

side-effect of this approach is that these

own operating processes.

to each other and are thoroughly trained

teams inspire other teams within our

to work with all relevant technologies,

client’s organisation, which then step

capitalise on opportunities by adding

from Java and Microsoft to Drupal and

up their own performance.

data-driven applications to their IT

Pega. The value components of the

•

By making sure our clients can

landscape.

business proposition are formation
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BUSINESS PROPOSITIONS
DIGITAL
ACCELERATION

BUSINESS
PLATFORMS
We have four strategies to optimise

Ordina takes the following steps to

Business platforms are the foundation

constantly changing needs and

realise this digital acceleration:

of every IT infrastructure. These systems

the value of a business platform:

expectations. They want access to the

•

As part of our value discovery

are crucial to organisations. Whether

•

correct information at any time and in

approach, we combine technology

this is about their operations, planning,

be stable. This is why we focus on

any place and they want to be able to use

and the business know-how of the

finance or sales, they must be available

robustness, flexibility, rationalisation

that information to communicate, make

client to develop new applications that

24/7 and provide the scope for value-

and reducing the complexity of

decisions, and act. That is possible, for

create added value for the client,

driven innovations that improve

business platforms.

instance, via intuitive websites, apps and

working on the basis of Design

user-friendliness, performance and

other IT applications that are close to

Thinking principles.

effectiveness.

Clients and employees alike have

people. However, new technologies are

•

•

Simplify – A business platform must

Surround – Business platforms are
the standardised core of a process. By
building agile development platforms

We then deploy digital acceleration

emerging at an increasingly rapid pace.

teams. Thanks to these multi-

Ordina makes the most of business

and standard business apps around this

This makes it challenging for

disciplinary teams, we can quickly

platforms. We guarantee the continuity

core, we help an organisation to

organisations to constantly innovate.

move to the execution of prototypes,

of processes on the basis of the technical

increase the productivity and

minimum viable experiences and

continuity of the platform. We create

minimum viable products, before

a balance between investment in

moving on to rapid upscaling.

reliability and investment in renewal of

value for its clients by linking new

We call the final step sustainable

the platform. This approach ensures that

technological developments and

likes of virtual reality, augmented reality

activation. Successful execution

systems remain up-to-date, while

working methodologies to existing

and artificial intelligence and responding

depends entirely on broad ownership

making sure that any investments the

business platforms.

to the needs of target groups improves

and enthusiastic users. We make this

client has already made generate the

services and customer satisfaction.

successful execution possible by

optimum returns. And finally, we ensure

our client, we look strategically at

We call this Digital acceleration.

involving all stakeholders from the

that business platforms are flexible

the partner landscape and select

planning stage and making sure that

enough to move with organisations and

partners on the basis of specific needs

these plans for digital acceleration

the ecosystems in which they operate.

within the business platforms.

Ordina connects organisations with their
clients and employees using the latest

•

technologies. Making smart use of the

have broad buy-in.

adaptability of their business platforms.

•

•

Innovate – Ordina can create added

Smart Partnering – Together with

These can range from experts for the
management of the legacy systems to
specialists for the management and
development of (multi) cloud
solutions.
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BUSINESS PROPOSITIONS
SECURITY
& PRIVACY
Everyone is connected to everything

Our motto goes ‘a bit more secure

and everyone via smart devices and

tomorrow than today’. Do not

online channels. In addition to the

immediately take an all-out approach to

countless new opportunities it creates,

security & privacy, but instead increase

digitalisation also comes with a new

your data security in practical ways and

range of threats, such as cyber-attacks

in phases. And do it in specific areas that

and identity fraud. Stricter requirements

are important to your organisation.

and increasing risks demand a proactive

And focused on actual threats.

approach on the security and privacy
front. It is a challenge to choose and

An overall approach is necessary. This

implement the right measures within

has to cover technical and organisational

the constraints of minimum capacity

issues, but also staff-related aspects.

and the most efficient budget possible.

Ordina’s flexible teams have the expertise
to address the right priorities in every
organisation.
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STRATEGIC GOALS

Goals

Growth

Ordina wants to be a proactive IT and business partner

Ordina is looking to realise revenue growth by offering

with excellent services. IT professionalism is the basis

added value to clients in the Netherlands, Belgium and

of what we do and who we are. We make the issues

Luxembourg. We use our professional know-how and

our clients face our main priority and we take full

our innovative applications to gain a digital edge

responsibility for the end result. As a local player, we are

together with our clients. We also aim to divide our

approachable for our clients. We use our expertise and

existing business portfolio into vertical markets.

innovative strength to work with our clients and give

Our growth is generated along a number of axes and

them a digital edge. We use our professional know-how

these largely determine our management agenda:

Result - EBITDA margin
10%

and innovative strength to take the digital lead together
with our client. Ordina wants to be among the leading

•

5%

0

2014

2015

2016

2017

2018

2.7%

1.2%

4.4%

4.2%

5.2%

Growth with our key clients by evolving from a reliable

We made solid progress in 2018. Revenue was up 4.8%

group in the IT sector. We aim to create long-term

and knowledgeable IT partner into an IT and business

compared to 2017. We recorded a number of successes

value via innovative solutions that are relevant and

partner who proactively devises innovative business

among our large clients with our business propositions.

compelling to our clients and employees. To this end,

solutions.

We are also pleased with the number of new clients,

•

we have outlined five concrete goals:

•
•
•
•
•

A number one position with local mid-size clients by

including various SME clients, we were able to provide

Improved returns

acting quickly and bundling our expertise to provide

with our services last year.

Growth

them with a full range of solutions and complete peace

High-grade services

of mind.

As of the summer of 2018, we also noted net growth in

Growth via our own employees, enabling our

the number of our own employees for the first time in a

enthusiastic and enterprising professionals to deliver

long while. This is of vital importance if we are to meet

•

High employee engagement
Corporate social responsibility

top performances by creating optimum working

client demand. We will continue our efforts on the

Improved returns

conditions, which include room for personal

recruitment and retention fronts, with a focus on both

Ordina is aiming for an EBITDA margin of 7-9% to

development and the encouragement of

young professionals and medior and senior IT experts.

safeguard the continuity of the organisation. In 2018,

entrepreneurship. We are also working on the

our EBITDA margin was 5.2% (2017: 4.2%). We are aiming

development of strategic competencies by

for a balanced cost structure, with low overheads,

continuously enhancing and updating the expertise

optimal productivity and availability below 10%. In 2018,

and skills of both our employees and our managers.

productivity was 68.6% (2017: 68.0%) and our availability
level was 9.4% (2017: 9.2%).
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STRATEGIC GOALS

High-grade services

High employee engagement

Our clients are constantly raising the bar and expect

Ordina is by its very nature a people company and

more from our people and services every year. This

therefore wants to remain among the top IT employers.

keeps us on our toes in our continuous effort to improve.

We invest in the development, training and vitality of

By focusing on client satisfaction, we are systematically

our employees. As an employer, we want to achieve a

strengthening the dialogue with our clients to make sure

minimum score of 7.0 in our annual employee

we continue to offer them outstanding levels of service.

engagement survey. We see this as an important
indicator that we are in the top quartile in the sector. We

Ordina uses a range of instruments for its own

achieved this target for the first time in 2018, recording

measurements of client satisfaction. In addition to the

an employee engagement score of 7.1 across Ordina as a

Ordina Promoter Score (OPS), in which we look at the

whole (2017: 6.8). In the Netherlands, this score came in

likes of our portfolio, innovation and industry

at 6.8 (2017: 6.4). In Belgium/Luxembourg, this score was

knowledge, we conduct a client satisfaction survey

7.7 in 2018 (2017: 7.7).

Ordina Promotor Score
90

80

70

60

50

2014

2015

2016

2017

2018

NL
B

65.6
68.0

67.2
84.3

72.0
81.3

65.3
54.0

69.8
72.2

Customer Satisfaction Index
8

among our clients in both the Netherlands and
Belgium/Luxembourg. We use this so-called Customer

We are pleased with this significant improvement in

satisfaction index (CSI) to measure the overall satis-

employee engagement. Our ambition is to continue to

faction of our clients and conduct research on Ordina’s

realise an above-average employee engagement score.

image. We also ask clients to identify the strengths and

The survey revealed, among other things, that

weaknesses of our services, expertise and products. On

employees particularly appreciate the opportunities

the basis of these measurements, we then get together

they are offered at Ordina. They are also satisfied with

with our clients to devise an action plan to improve our

the development opportunities we offer.

services should this prove necessary.
In 2018, we once again devoted attention to the
In the Netherlands, the OPS was 69.8 in 2018 (2017: 65.3)

engagement of our employees in the organisation, by

and in Belgium/Luxembourg 72.2 (2017: 54.0). The KTI

organising events involving our general communities,

was 7.5 in the Netherlands in 2018 (2017: 7.0) and 7.6 in

such as YoungOrdina and TrotsopOrdina (proud of

Belgium/Luxembourg (2017: 7.6).

Ordina), and other employee meet-ups, plus our tech
communities such as the Jtech meet-ups. At these
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Ambition level: minimum 70

7

6

NL
B

Ambition level: minimum 7.0

2014

2015

2016

2017

2018

7.0
7.8

7.1
7.9

6.9
7.8

7.0
7.6

7.5
7.6

Ordina Employee engagement
8

7

Ambition level: minimum 7.0

6

5

NL
B

2014

2015

2016
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2018

6.4
7.2

6.3
7.1

6.5
7.6

6.4
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7.7
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STRATEGIC GOALS

meetings, employees were given the opportunity to
discuss a range of subjects with a member of the
Management Board in an informal setting. Topics of
conversation included the outlook for the future,
recruitment and inspiring employees, the training
programme and the organisation of an internal job
market.

Corporate Social Responsibility
Together with our clients and our employees, we develop
sustainable digital solutions that can improve people’s
quality of life and the world around us. In line with this
vision, Ordina’s CSR policy focuses on five themes:
employees, clients, society, suppliers & resources and
external obligations & validation. We have set concrete
targets for each theme. For more information on this
subject, please see the Corporate Social Responsibility
section on page 73 of this annual report.
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VALUE CREATION MODEL
VISION & MISSION

AHEAD OF CHANGE

PARTNERSHIPS IN SUSTAINABLE INNOVATION

GO-TO-MARKET STRATEGY
MARKETS
PUBLIC SECTOR

FINANCIAL SERVICES

government

financial services

EMPLOYEES

INDUSTRY

HEALTHCARE
health care - zorg

industry

CLIENTS

FINANCIAL

BUSINESS PROPOSITIONS

MATERIALITY

SOCIETY

CUSTOMER SATISFACTION

EBITDA 18.7
EBITDA margin 5.2%

OUTPUT

SUPPLIERS &
RESOURCES

FTE
Belgium/Luxembourg

PER FTE

Belgium/Luxembourg 72.2

Productivity 68.6%

CO2 emissions (tonnes) -4.0%

Inclusitivity score 7.3 en 7.1
courses 89%
Diversity

OUTCOME

DIGITAL AND BUSINESS
TRANSFORMATION

DECENT WORK AND
ECONOMIC GROWTH

INDUSTRY, INNOVATION
AND INFRASTRUCTURE

80%

20%

SUSTAINABLE BUSINESS
OPERATIONS

CLIMATE ACTION

SECURITY
& PRIVACY

EXTERNAL OBLIGATIONS &
VALIDATION

Netherlands 69.8

Employment rate training

EMPLOYMENT

BUSINESS
PLATFORMS

ORDINA PROMOTOR SCORE

Solvency 66%

ANNUAL REPORT 2018

DIGITAL
ACCELERATION

SUSTAINABILITY

Net profit 6.9
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INTELLIGENT
DATA-DRIVEN
ORGANISATIONS

HUMAN RESOURCES

In millions of euros, unless stated otherwise

Revenue 358.5

HIGH
PERFORMANCE
TEAMS

PER WORKSTATION

Electricity (kWh) -19.5%
Gas (m3) -27.8%
PER VEHICLE

Fuel (litres) -2.6%
TRANSPARENT
PUBLIC SECTOR

PEACE, JUSTICE AND
STRONG INSTITUTIONS
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HOW ORDINA CREATES VALUE

How Ordina’s value creation model works

This output translates into an outcome that is visible in

Ordina’s value creation model shows how we translate

areas such as Employment, Digital and business

our mission and vision to create value for the economy,

transformation, Sustainable business operations and

the environment and society as a whole. We are engaged

Transparent public sector.

in a continuous and constructive dialogue with our
stakeholders on the added value they can expect from

This is how Ordina contributes to the following

us in the short, medium and long term. These

Sustainable Development Goals (SDGs):

conversations provide us with insight into the material

•

SDG 8 ‘Decent work and economic growth’: promote

themes that are driving our strategy and our execution

sustained and inclusive and sustainable economic

of that strategy. These insights are the most important

growth, full and productive employment and decent

components of the Ordina value creation model.

work for all.

•

SDG 9 ‘Industry, innovation and infrastructure’:

Our themes (employees, clients, society, suppliers &

build a resilient infrastructure, promote inclusive and

resources and external obligations & validation and

sustainable industrialisation and foster innovation.

certifications) are the material aspects that are essential

•

to Ordina’s success.

SDG 13 ‘Climate action’: take urgent action to combat
climate change and its impacts.

•

SDG 16 ‘Peace, justice and strong institutions’:

Through our core activities, we create concrete output

promote effective, responsible and transparent public

on these themes, which we report on various fronts:

institutions at all levels.

financial, client satisfaction, human resources and
sustainability. These results are influenced by both

The materiality analysis also provides us with pointers

internal processes within the organisation (the internal

on how we can monitor our contribution to these SDG.

environment) and by external factors. These are the KPIs
we use to monitor the progress we make in terms of
realising our strategy and other aspects of our value
creation. You will find the results measured according
to these KPIs in the chapters About Ordina (page 15),
Our people (page 57) and Corporate Social Responsibility
(page 73).
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CHAPEAU
INDUSTRY

ALWAYS KNOW THE EXACT
LOCATION OF YOUR CABLE REELS
Reel-tracking for Proximus

“We now know exactly
where all our reels are,
which means we can serve
our clients quickly.”
– Hans Schurmans,
Director Logistics Operations
& Transformation, Proximus

We wouldn’t have any telecommunications without cables

sensors and they transmit signals continuously to the

in the ground. That sounds logical. And yet very few people

owner via the Proximus Lora network. Since this system

think about what it takes to put those copper or fibre-optic

was put into operation, Proximus can identify every

cables in place. Proximus knows exactly what it takes. The

single manoeuvre with the reels and gets a read-out via

biggest telecommunications company in Belgium has

a dashboard. So now Proximus always knows exactly

some three billion euros worth of cables on its balance

where its reels are and what is being done with them.”

sheet. Proximus calls on partners for the laying and
maintenance of this highly valuable asset. These partners

Multi-disciplinary team

in turn hire various sub-contractors to carry out the actual

The Proximus project is a successful example of the

work. These companies receive the cables on reels.

business proposition Intelligent data-driven
organisations. Schots notes that a multi-disciplinary

Theft or damage

team, consisting of a UX researcher and designer, an IoT

It is extremely important for Proximus to know what

specialist and several functional and technical SAP

happens to its cable reels once they leave its central

specialists, all working with Proximus and its sub-

storage facility. For one, Proximus wants to be able to

contractors, completed this project in just three months.

monitor and detect any theft or damage remotely.

Intelligent
data-driven
organisations
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And the company wants to be able to monitor stocks

Serving clients quickly

at various sub-contractors so it can optimise its own

“To our enormous satisfaction”, concludes Hans

inventory management.

Schurmans, Director Logistics Operations &
Transformation at Proximus: “We now know exactly

Reel-tracking system

where all our reels are, which means we can serve our

To make this possible, Ordina developed a reel-tracking

clients quickly. At the same time, we are also optimising

system for cable reels for Proximus. Carlo Schots from

our own inventory management and limiting the risk of

Ordina Belgium: “All the cable reels are fitted with

loss, damage and theft.”
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OUR MARKETS
Ordina is active in four markets: the financial services sector,
public sector, industry and healthcare. We help our clients
to get ahead of change as they face the challenges in their
sectors.

Revenue per market segment
In thousands of euros
Public

2017¹

2018

Development in
2018 compared
to 2017¹

125,035

136,935

9.5%

Finance

95,743

101,863

6.4%

Industry

98,780

97,128

-1.7%

Healthcare

22,463

22,596

0.6%

342,021

358,522

4.8%

Total

¹ 2017 figures have been adjusted for IFRS 15 ‘Revenu from contracts’.
Furthermore 2017 figures have been adjusted for comparison purposes due to the
reclassification of a number of clients.
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Market

PUBLIC SECTOR
In thousands of euros

government

SHARE PUBLIC SECTOR
IN TOTAL REVENUE 2018

“Thanks to our expertise
and client knowledge,
we make the difference
at our clients.”
Rosalie Peterse,
Ordina
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PUBLIC SECTOR

ORDINA IS HELPING TO SHAPE
THE DIGITAL SOCIETY
The digitalisation of society is creating new

their personal business with the government.

opportunities for public sector organisations in

NL DIGIbeter, the collective digital agenda of all public

the Netherlands and Belgium, but also involves a

sector bodies, describes how the Dutch government

number of complex challenges. What do they need

plans to digitalise society in the years ahead and make

to do to protect personal data? How does the public

its contacts with both citizens and businesses smarter,

sector guarantee that everyone can continue

more accessible and more personal.

to participate in a digital society? And how does
the public sector make sure that everyone has

Data-driven operating methods

access to and understands its services? To address

To operate in a data-driven manner, the public sector

these challenges, the Dutch government is investing

will use the likes of big data, artificial intelligence,

in multi-channel communications, data-driven

Robotic Process Automation (RPA) and data-driven

operating procedures, a high-grade cloud

working methods. This will allow the public sector to

environment and digital security.

improve the likes of anti-fraud activities and identity
data checks and to automate more processes.
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Multi-channel communications

Cloud environment

To create a multi-channel communications environment,

Creating a more flexible and adaptable public sector will

the government is building on existing facilities to

require the modernisation and opening up of data

improve its services and make them more personal. One

platforms. This would be possible if, for instance, the

example is the modernisation of government portals,

government opts for an effective cloud environment in

creating a single contact point for people to conduct all

the execution and support of IT systems. At the same
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PUBLIC SECTOR

“Ordina has the right
expertise to help
national, regional and
local public sector
bodies to realise their
digital ambitions.”

Demand for High performance teams

In addition to the above-mentioned framework

In 2018, Ordina was successful in the public

agreements and High performance teams, Ordina

sector market, building on the solid basis provided by

delivered data security services to various central and

previously closed framework agreements. We realised a

decentral public sector organisations, including

number of successful projects for various ministries and

ministries and independent administrative bodies.

other government bodies in both the Netherlands and

Finally, Ordina is set to deliver an automation solution

Belgium. We also extended an existing framework

for the planning of customs checks for the Dutch Tax

contract with the EU. Our High performance teams are

Office on the basis of the business proposition Intelligent

an excellent fit with the new working methods in the

data-driven organisations. On the basis of this sizeable

public sector. If we compare today’s situation with the

project and maintenance contract, Ordina will be a

past, major IT projects are no longer the norm and the

significant partner for the Dutch Tax Office for the

public sector now opts more frequently for small-scale

next eight years.

time, we need to be able to guarantee the continuity

projects. These are realised in multi-disciplinary teams

of important public sector tasks and the security

that use agile and DevOps working methods to create

of personal and business data.

a great deal of added value. For instance, we have
deployed a large number of Ordina’s High performance

Ordina and the public sector

teams at the Dutch national police force to accelerate

Ordina has the right expertise to help national,

digitalisation across the organisation. And another High

regional and local public sector bodies to realise their

performance team has developed the Central Vegetation

digital ambitions. We know how to make organisations

Databank for Bij12, an executive body for regional

data-driven and how to optimise basic systems. Our

authorities on the conservation front.

multi-disciplinary High performance teams achieve
relevant innovations in a very short space of time.
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PUBLIC SECTOR

IMPROVING THE TRANSPARENCY OF
DUTCH ROAD NETWORK PLANS
New portal for road management

“We now have an accurate
picture of the road network
as it is now, but also how it
will look in the future.”
– Jacco den Hollander,
Projectmanager, Rijkswaterstaat

It is impossible to plan work on roads without an

This portal will enable the Ministry of Infrastructure

accurate picture of the current status of the road

and Water Management to keep its knowledge of the

network. The Dutch Ministry of Infrastructure and

Dutch road network up-to-date, ready-to-use and

Water Management and other road authorities need

reliable now and in the future.

the right maps that also include accurate depictions
of future road building projects and their – national,

Technical challenge

regional and local – consequences. Ordina’s GEO-ICT

According to project manager Jacco den Hollander at

unit went to work on the basis of the business

the Ministry of Infrastructure and Water Management,

proposition Intelligent data-driven organisations

the new portal will prevent numerous errors and hassle

and developed a portal.

and the technology behind this portal is revolutionary:
“Everybody is now used to TomTom or Google Maps,

Intelligent
data-driven
organisations
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Network Management Application

but we are going a step further by adding time as a

The road management system includes around

factor. We now have an accurate picture of the road

forty small and large users: larger municipal and

network as it is now, but also how it will look in the

provincial authorities, city boroughs and the Ministry of

future. Our horizon is 2050. When a project or a plan

Infrastructure and Water Management itself. These

is postponed, this can have an impact on lots of other

parties all delivered their information in their own way,

projects. Try maintaining an accurate overview of all

which made it difficult to process information smoothly

that. That’s the main reason why this project was such

and effectively. In the new Network Management

a huge technical challenge.”

Application (Netwerk Beheer Applicatie - NBA), which
was put into operation in late 2018, all these processes

Exciting assignment

have been digitalised and streamlined much more

For the development of this portal, Ordina deployed

effectively.

a High performance team with an average of four
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consultants and developers. This team worked with the
Ministry of Infrastructure and Water Management on
this assignment on the basis of the scrum method – in
three-weekly cycles of development and testing.
Ordina’s business unit manager GEO-ICT Harco de Jager
saw making such a complex system with so much data
both reliable and transparent as an exciting assignment.
De Jager: “The system has to be able to deal with various
geographical data sources, information layers and
applications. Then once this information has been
validated it all has to be made available in a simple
and user-friendly way. That’s exactly what we
managed to do.”
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Market

FINANCIAL
SERVICES
In thousands of euros

financial services

28.4%
€ 101,863

SHARE FINANCIAL
SERVICES IN TOTAL
REVENUE 2018

“We do our utmost
to help our clients
accelerate.”
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FINANCIAL
SERVICES

ORDINA HELPS BANKS
AND INSURERS WITH
THEIR DIGITAL TRANSITION
Thanks to digitalisation, the financial sector is more

institutions have to comply with legislation and

dynamic than it has ever been. Due to the use of new

regulations; they also need to devote attention to the

technologies, it is now possible to improve services

security of their applications and robust (risk) controls.

and to make interactions with consumers more

Their existing IT infrastructure needs to be robust to

targeted and more personal. At the same time,

guarantee that payment transactions run smoothly and

customers’ expectations just keep on getting higher

to respond effectively to the numerous new forms of

due to these technologies. Via tailor-made products

(cyber) crime. At the same time, existing financial

and services, they want digital communications

institutions are confronted with increasing competition

with their banks to be smooth and simple. Banks,

from the likes of FinTech, retail firms and technology

insurers, mortgage lenders and financial sector

companies. Cheaper, more flexible and more relevant

players are now focusing heavily on mobile
applications that are both user friendly and

FinTech is being used to create new products and

intuitive.

distribution possibilities that increase efficiency and
improve client experience. To achieve these goals,
financial institutions are turning more and more to

Compliance and security

far-reaching automation (such as IT4IT and robotics),

In addition to ongoing digitalisation, the financial

cloud solutions, innovations like blockchain and

sectors in the Netherlands and Belgium/Luxembourg

low-code platforms.

are faced with ever stricter requirements in the field of
compliance and security. Not only do financial
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FINANCIAL
SERVICES

Ordina and financial services
Ordina helps banks and insurers to make their
digital transition on the basis of co-creation and
strategic partnerships. Last year, Ordina carried out
various assignments for clients in the financial sector.
For instance, Ordina deployed a number of High
performance teams to develop mobile apps for VGZ and
is helping the health insurer to set up a chatbot and to
design a cloud environment. One great example of a new
application is the Zorgzoeker app (healthcare finder app)
built using the Mendix low-code platform. It helps
insurance policy holders to pick the right healthcare

“Ordina deployed
a number of High
performance teams to
develop mobile apps
for VGZ and is helping
the health insurer to
set up a chatbot.”

provider for them.
Ordina carried out a strategic exercise at a Belgian
insurer on the use of (electric) bikes and the link with
mobility, health and the environment.
For KAS BANK, Ordina developed a new platform for
buying and selling investment funds on the basis of
blockchain. Please see page 40 for a description of this

At another bank, Ordina carried out two migrations

project.

in the mortgage domain, migrating the portfolio
to the bank’s standard back office application.

On the data front, Ordina has developed a Business
Intelligence solution for a bank. By combining data from
various organisational units, this solution has optimised
processes and enables the bank to use data reports to
identify and assess commercial opportunities.
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CHAPEAU
FINANCIAL
SERVICES

MODERN FUND MANAGEMENT
VIA TOKAS
KAS BANK promises radically faster transactions

“Thanks to Ordina’s expertise,
we have created a financial
product that makes the market
much more efficient.”
–Otto Hulst,
Innovation Lead, KAS BANK

KAS BANK, was founded in 1806 and is thus one of the

with the fund. Blockchain technology subsequently

oldest financial service providers in the Netherlands.

guarantees that the transaction is safe and verifiable and

KAS BANK is a listed company that focuses primarily on

that it cannot be manipulated. TOKAS therefore lowers

securities transactions and securities custody. The bank

transaction costs by no less than 70% and cuts the whole

only has institutional clients such as pension funds.

process to a maximum of one day. It is even possible to

This world is changing too. KAS BANK wants to stay

effect transactions in real time.

ahead of the competition with a new platform for the
purchase and sale of investment funds. The goal was to

Partnerships in innovation

find a way to make transactions faster, more efficient

For the development of this new transaction method,

and less expensive by reducing the number of parties

an Ordina team was stationed at KAS Lab, KAS BANK’s

involved in these transactions. Working with Ordina,

innovation centre, on the basis of the Digital

the bank succeeded in doing just that with help from

acceleration business proposition. This collaborative

TOKAS, tokenized assets on the basis of blockchain

effort was set up under the leadership of Sales Lead

technology.

Finance Hassan Sabab, and the team managed to
complete the assignment in just less than three months

Digital
acceleration
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Safe acceleration

from the start in mid-2018. This was followed by a test

The main focus of the assignment is on unlisted

period, thanks to which KAS BANK was able to

investment funds for now. The trade in these funds

successfully launch TOKAS at the start of 2019. Sabab

generally involves numerous intermediaries - asset

is enthusiastic about the collaboration: “We worked

manager, custodian and transfer agent. It can take up to

remarkably smoothly with the KAS Lab and several

a week for these types of transactions to be completed.

companies that KAS BANK invited to take part in this

TOKAS combines all the links in the chain in one

innovation. We did this in complete openness under the

platform: this means that investors do business directly

motto ‘anything is possible’. We set up the collaboration
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FINANCIAL
SERVICES

on the basis of agile working methods, because we
wanted to see results quickly. And it worked.”

More efficient
Sabab says the benefits for KAS BANK and its clients are
abundantly clear: “Because all the intermediate levels
have been removed, everything is more efficient, while
the blockchain beefs up security.” KAS Lab Innovation
Lead Otto Hulst is also happy with the result: “In the
KAS Lab, we cooperate with as many parties as possible.
After all, you can make the difference by learning
quickly. And we believe you learn quickly by working
together. Thanks to Ordina’s expertise, we have created a
financial product that our clients really want, that makes
the market much more efficient and puts KAS BANK on
the map as an innovative bank.”

“Blockchain
beefs up security.”

– Hassan Sabab,
Sales Lead Finance, Ordina
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Market

INDUSTRY
In thousands of euros

industry

27.1%
€ 97,128

SHARE INDUSTRY IN
TOTAL REVENUE 2018

“We work in High
performance teams
and generate added
value at our clients.”
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INDUSTRY

ORDINA HELPS CLIENTS
WITH INNOVATIVE SERVICES
AND APPLICATIONS
The digital era offers the industrial sector new

Robotic Process Automation

opportunities to both increase productivity and to

Robotic Process Automation (RPA) enables companies

carve out new markets and forge surprising

to automate simple and routine work processes. These

alliances. IT innovations are helping to create new

include processes for the likes of financial reporting or

business models, more intensive client contacts and

invoicing, but also major data migrations. For instance,

sustainable business operations. Ordina believes

Ordina developed a software robot for telecom provider

this requires clear choices: for centralised manage-

VodafoneZiggo, which accelerated the processing of

ment of IT projects, for agile working methods and

applications for telephone and internet connections from

for multi-disciplinary High performance teams that

the business sector to 10 minutes from seven and half

prepare organisations for the long term. Ordina

hours.

provides its clients with innovative services and
applications with its five business propositions.

IT in the cloud
A growing number of companies are migrating their
information systems to the cloud to accelerate their
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Ordina and the industrial sector

digital transformation and to cut management costs. On

In the year under review, Ordina was involved in

the basis of its Business platforms proposition, Ordina is

interesting and exciting projects for a number of clients

currently offering industry clients ERP Simplify and ERP

in the industrial sector. These projects involved a

Surround, which help companies to simplify their IT

number of developments that we believe will gain in

landscape. And if clients need new functionalities

importance in the years ahead.

quickly, then Ordina offers ERP Surround-based agile
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INDUSTRY

solutions via low-code platforms Mendix or Outsystems.

Data-driven organisations

Ordina is currently helping Amsterdam’s Schiphol

Data is the new gold, but how do companies handle the

Airport and the Port of Rotterdam in this development.

avalanche of data they gather and how can they use this
data in a smart and responsible manner? Ordina helps

VR and AR

companies to develop data-driven applications and

Companies are also seeing the value of applications in

self-learning systems. For example, Ordina is helping the

the fields of virtual reality (VR) and augmented reality

Port of Rotterdam to realise its ambition to be the

(AR), in combination with artificial intelligence (AI).

smartest port in the world thanks to Pronto, an

Both technologies have now matured to the extent that

application that maximises the efficiency of port visits

we are seeing the development of all kinds of business

and by doing so results in a massive reduction of the

applications. These include applications in the field of

CO2 emitted by vessels entering and leaving the port.

training and education. Nedap worked with Ordina on
the successful development of a solution using a

Another example is the Quintiq solution that Ordina

Holo-lens. This is an excellent example of our business

has implemented for a Belgian client in the food sector

proposition Digital acceleration. Please see page 14 for

aimed at streamlining the planning processes for various

a description of this project.

operating entities.

Digital experience

Ordina also developed an application for ProRail that

Thanks to the use of various digital channels, companies

gives the Dutch rail network operator an automated

can now gain a better understanding of their clients and

overview of which rolling stock is carrying what load and

consequently serve them more effectively. Using service

where they are located in the railway yard in Rotterdam’s

design and analytics and good user experience,

Botlek area. Please see page 45 for a description of this

organisations can offer their clients the right client

project.

experience and increase client loyalty. Ordina has a great

“Ordina developed
a software robot for
telecom provider
VodafoneZiggo,
which accelerated
the processing of
applications for
telephone and internet
connections from the
business sector to 10
minutes from seven
and half hours.”
staff aspects. This included pen testing, threat analyses,
digital identification, vulnerability scans and monitoring

deal of experience in the field of digital client experience.

Security & privacy

& analytics. But we also helped make sure organisations

Clockwork, Ordina’s digital engagement bureau,

In 2018, Ordina helped various clients to increase their

complied with the requirements of the EU’s new General

developed digital platforms for various clients in 2018.

security and resilience using an integrated approach,

Data Protection Regulation (GDPR).

incorporating technology, organisational issues and
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INDUSTRY

WHAT IS AT BOTLEK?
Pilot phase is very promising

“This advanced system,
with all its smart sensors
and cameras, has done
an excellent job.”
– Marcel van Brussel,
Fire safety and Crisis
management manager,
ProRail

In March 2018, Ordina and ProRail Innovation tested

a different load and destination. The trick is to place a

an application that gave the rail network operator an

smart camera at the entrance and exit of the railway yard

automated overview of its rolling stock parked in the

that registers wagon numbers and hazard codes from the

Botlek railway yard. Given that quite a few goods trains

side. We then compare those scans with the data ProRail

full of hazardous substances were parked in the railway

collects on the goods traffic on the main railway lines

yard in Rotterdam’s Botlek district, this automated

on the basis of the departure combinations that goods

overview is remarkably useful. The project was a result

transporters submit. Once they have entered the yard,

of Ordina’s business proposition Digital acceleration.

the position of the wagons is logged using small wireless
sensors – such as axle counters and switch meters.

Manually logged

These combined readings give you an accurate picture

Right now, the position of the goods trains is still logged

of where which wagons with which loads are located.”

manually, which is much more expensive and increases
the chances of incorrect registrations. The new approach

Refining the system

used for the Botlek railway yard could provide a solution

As Fire safety and Crisis management manager, Marcel

for all railway yards in the Netherlands.

van Brussel is responsible for the ProRail registration
system for trains and wagons containing hazardous

Digital
acceleration

We now know where every single piece
of rolling stock is located

substances. He for one is very happy with the results.

“This application is still in the pilot phase, but the

testing of this system at the Moerdijk yard. But based

results are very promising”, says Ordina’s innovation

on the data that we can now see via the viewer, this

specialist Gerard Boersema. He believes a highly

advanced system, with all its smart sensors and cameras,

complex project is ready to roll: “The rolling stock

has done an excellent job.”

Van Brussel: “We are planning to carry out additional

arrives from all over the place and each wagon has
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Market

HEALTHCARE
In thousands of euros

health care - zorg

6.3%
€ 22,596

SHARE HEALTHCARE IN
TOTAL REVENUE 2018

“We are used to
looking ahead and
to anticipating
changing
environments.”
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HEALTHCARE

ORDINA HELPS CLIENTS SEIZE
INNOVATION OPPORTUNITIES AND
HELPS CLIENTS NAVIGATE CHANGE
IN THE HEALTHCARE SECTOR
Ordina has a very solid reputation in Belgium on the

comply with GxP (Good Manufacturing, Distribution,

research, development, production and logistics of

Laboratorium, Practices). This combination of

medicines front and this has resulted in the very

experience and expertise in Life Sciences regulations

strong presence of the world’s leading

and Ordina’s IT and business services makes us a unique

pharmaceutical and bio-tech (Life Sciences)

service provider in this sector.

companies.

Digital platforms
The most significant development in the current Life
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Ordina Belgium/Luxembourg is active in every crucial

Sciences market is the advent of digital platforms aimed

link in the Life Sciences chain: R&D, production and

at providing support for clinical studies. These platforms

sale. Ordina’s high profile in the Life Sciences is

enable Life Sciences companies to accelerate the

primarily due to the specialised compliance services

development of their medicines by running more

we offer to help our clients comply with the very strict

efficient studies and providing patients with better

legislation that applies to activities and IT systems

guidance, using medical apps for instance. They can also

related to research, production and logistics for

provide their doctors with better information during

medicines.

their research into new medicines. These platforms have

Thanks to this expertise, Ordina is able to offer

led to strong digital acceleration in the Life Sciences

combined services in collaboration with other Ordina

sector and have enabled new forms of collaboration

business units, such as regulated software development

between Life Sciences companies, hospitals and

and infrastructure services, and software robots that

patients. Ordina can provide these companies with the
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full range of digital platform products and services:

trends. On top of this, we have the social trend to have

design, development of apps, testing and validation of

people live independently in their own homes for as long

relevant legislation, together with data science services.

as possible and to not resort to specialist care
immediately if more basic healthcare provisions are

Dutch healthcare market

sufficient. This offers Ordina the chance to facilitate

The cooperation between healthcare organisations and

innovation opportunities and to guide change processes

Ordina in the Netherlands is marked by a combination

in the healthcare sector.

of extensive healthcare-related expertise and more

“Ordina developed and
validated an advanced
track & trace system
to track down
fake medicines.”

technical IT expertise and skills, which enable Ordina

Projects in 2018

to understand the primary processes and translate this

Ordina realised a number of projects in the Belgian Life

knowledge into the right requirements for the sector.

Sciences sector last year. For example, we developed and

In addition to this, Ordina has a great deal of in-house

validated an advanced track & trace system to track

legislation, Ordina also did a lot of work for clients on

change-related competencies and many years of

down fake medicines. We also built an innovative

the privacy front. And we executed a number of projects

experience in the field of business operations and

tracking system for the worldwide distribution of

in the field of making operating processes smarter and

strategy definition in the healthcare sector. Thanks to

medicines. But we also provided services related to

integrated business processes in healthcare institutions.

our drive, professionalism and proactive approach,

quality controls and business process optimisation

we have managed to make a good impression on our

projects in production and laboratory departments and

clients at operational, tactical and strategic levels.

monitoring and advice for software companies on new
legislation related to fake medicines. In addition to this,

Care-market and social domain

Ordina was responsible for the full quality control of

In the years ahead, Ordina will focus primarily on the

digital platforms that are used for the research and

care market and the social domain within the healthcare

development of new medicines.

sector. The most significant developments in the Dutch
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healthcare market are pressure on healthcare budgets,

Ordina also executed projects for clients in the

the shortage of personnel in the labour market and the

healthcare sector in the Netherlands and Belgium in the

changing needs of patients and clients. Ordina can

field of staff deployment through the implementation of

provide healthcare institutions with guidance and

capacity planning and the supervision of the flexible

effective advice to help them navigate these market

deployment of staff. On the back of changes in
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SMART PLANNING
FOR HOME CARE

Tailor-made services for clients and employees

“Ordina really understood
what we needed and customised
this application to create an
efficient and effective tool that
provides our employees with s
upport every single day.”
– Griselda Symons,
Director IT strategy, Familiehulp

Intelligent
data-driven
organisations

On the basis of its Intelligent data-driven organisations

schedules and devising efficient routes for employees

business proposition, Ordina helped home care

is no simple matter.

organisation Familiehulp (family help) to optimise its
work planning via the development of an advanced

Quintiq planning software

home care planning system. This system improves the

Familiehulp thought its planning could be better.

efficiency and flexibility of the organisation’s work

The organisation wanted to improve the efficiency of its

planning, but also improves the services to clients and

planning but also to improve it in such a way that both

the satisfaction of its employees.

employees and clients felt they were better served.
Ordina’s Supply Chain Optimisation (SCO) experts

Complex planning

adapted the Quintiq Workforce Planner to Familiehulp’s

Familiehulp is one of the largest healthcare providers

requirements. This was no simple matter, says SCO

in Belgium. The organisation has 12,500 employees and

director Wouter Tielemans: “Healthcare is in itself a

provides care for more than 60,000 clients, divided

highly complex matter; wishes and needs differ, but also

across 18 regions in both Flanders and Brussels.

who can do what and where. Plus it involves a lot of

Familiehulp provides home care, support and household

part-time contracts.” The project included the complete

help, and operates a number of day-care centres and day

digitalisation and thus acceleration of the planning.

nurseries. Staff planning in such a large organisation is

It is now a lot easier to input and register last-minute

always complex. After all, when you schedule in staff,

changes – in real time. It is also a lot easier to monitor

you have to take into account numerous factors, such

individual employees’ performance.

as regulations, the care needs of clients, the desired
expertise, but also the availability and competencies of
the employees. The organisation also cooperates with
other healthcare providers. So drawing up logical
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Additional support

developments and the shortage of helping hands in the

In just three months, Ordina helped Familiehulp to

healthcare sector are the challenges we face. This is why

launch the Homecare Planning Solution (Thuiszorg

we chose the Quintiq Workforce Planner, which met all

Planning Solution - TPS) in all 18 regions. To help

our requirements in terms of flexibility, integratability

facilitate this, Ordina also developed a special e-learning

and support. Ordina really understood what we needed

platform. Via this platform, around 500 employees

and customised this application to create an efficient

across all the regions were given their TPS training and

and effective tool that provides our employees with

given additional training in the use of the system.

support every single day.”

Finally, Ordina is managing the application. Tielemans
is very pleased that Familiehulp entrusted this complex
work planning puzzle to Ordina: “Given our expertise
and experience, we are in a position to adjust this
solution very precisely to the specific requirements of
Familiehulp and to integrate it fully into the existing
IT landscape.”

Good example
Others follow a good example. After we had helped
Familiehulp, other Belgian healthcare providers came
knocking at Ordina’s door looking for the same solution.
This came as no surprise to Tielemans: “Applying this
kind of solution, you both give your clients high service
levels and create the opportunity to continue your
growth as a healthcare partner.”
Director IT strategy Griselda Symons at Familiehulp
agrees: “To be able to meet the future expectations of
our clients, the bar is high. The socialisation and
commercialisation of healthcare, technological
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“Familiehulp is
fully integrated
into the existing
IT landscape.”
– Wouter Tielemans,
SCO director, Ordina
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30Net cash development full year 2018

Result

Rounded
in millions
of eurosfull year 2018
Net cash
development

EBITDA (after redundancy costs) came in at EUR 18.7
million in 2018 (2017: EUR 14.5 million). The EBITDA

Rounded in millions of euros

25

margin was 5.2% (2017: 4.2%). Redundancy costs were
EUR 2.5 million in 2018 (2017: EUR 5.9 million). Belgium/

20

4.1

Luxembourg had one extra workable day in 2018
(2018: 251, 2017: 250). In The Netherlands, the number

15

(2017: EUR 5.7 million). In Belgium/Luxembourg, the

-2.8

3.1

-1.9

6.9

of workable days was 254, unchanged from 2017. In the
Netherlands, we recorded EBITDA of EUR 6.5 million

-1.8

10

18,5

EBITDA came in at EUR 12.1 million (2017: EUR 8.8
million).

5

The net profit for 2018 was EUR 6.9 million (2017: EUR

10.9

Net cash at
year end 2017

3.1 million). The net profit was negatively impacted by

Net result

Depreciation

Cash flow from
operations

Interest & tax paid

Net investments

Dividend payment

Net cash at
year end 2018

an impairment of the deferred tax assets as a result of
the changes in the Dutch corporate income tax rate for
future years (impact around EUR 2.2 million). In 2017,

EBITDA per segment
In thousands of euros and %

2017

20171

2018

2018

the net profit was affected by a number of one-off items

The Netherlands

5,697

2.3%

6,512

2.5%

in the operating result and depreciations, which together

Belgium/Luxembourg

had a positive impact of around EUR 1.0 million.

Total

8,833

9.8%

12,149

11.9%

14,530

4.2%

18,661

5.2%

¹ 2017 figures have been adjusted for IFRS 15 ‘Revenue from contracts’.
At year-end 2018, we conducted the annual impairment
test, which did not result in any impairment.

52

The headroom of the cash-flow generating unit the

Cash flow

million), on the back of improved results and strict

Netherlands had increased when compared to end-2017.

At year-end 2018, Ordina had a net cash position

working capital management. In the first quarter of 2018,

We also reviewed the valuation of the deferred tax assets.

of EUR 18.5 million (year-end 2017: EUR 10.9 million).

Ordina made a payment of around EUR 3.2 million

The Financial Statements provide more detailed

This improvement in the cash position was largely

concerning the VAT correction on private lease car use

information on the impairment test (note 7.6) and

driven by the higher cash flows from operating activities.

in previous years.

the deferred tax assets (note 10).

This came in at EUR 16.8 million in 2018 (2017: EUR 20.0
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Information about Ordina’s share
Ordina’s shares have been listed since 1987. We attach
great importance to a good relationship with our
shareholders. We inform our shareholders, investors and

Share Price
2018
Share
Price Development
Development 2018

Change
in %in
compared
to December
2017
Change
% compared
to31,
December
31, 2017
Ordina: EUR 1.56
AScX: EUR 1,087.38
AEX: EUR 544.58

Ordina: EUR 1.42
-8.9%
AScX: EUR 487.88
-10.4%
AEX: EUR 883.26
-18.8%

the market in a transparent manner about the
company’s strategy, developments at clients, personnel
developments and the company’s performance.
The Management Board, together with the Investor
Relations Officer, maintains contact with shareholders
and analysts. We provide our shareholders with all the
relevant information they need through our annual
report, interim reports, trading updates, the General
Meeting of Shareholders, press releases and our website.

J

F

M

A

M

J

J

A

S

O

N

D

We also publish our presentations for analysts on our
website, including audio webcasts, plus we organise
analyst meetings twice a year. This is how we ensure
that we provide the most complete picture possible of
the developments at Ordina.

Stock exchange listing
All outstanding ordinary shares in Ordina N.V. are listed
on the Euronext Amsterdam stock exchange. Ordina N.V.

Results per share
In euros

2014

2015

2016

2017

2018

Equity

1.56

1.53

1.58

1.58

1.64

Cash flow from operations

0.22

0.03

0.06

0.21

0.18

Net earnings per share

0.01

-0.03

0.05

0.03

0.07

Net earnings per share fully diluted

0.01

-0.03

0.05

0.03

0.07

Per-share information

shares are traded on the Small Cap Index (AScX) of
Euronext Amsterdam.

was one outstanding priority share. No new shares were

Voting rights

issued in 2018. We refer you to page 116 of the chapter on

Each listed ordinary share in Ordina N.V. entitles the

Share capital

‘Provisions of the Articles of Association’ for an

holder to one vote.

The total number of outstanding shares stood at around

explanation of how this priority share works.

93.3 million shares at year-end 2018. At year-end 2018,
there were no outstanding preference shares and there
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Share price development

Shareholdings members of the
Management Board at year-end 2018

Investor Relations

The Ordina share price declined by 8.9% in the course of
2018 (2017: decline of 25.8%). Ordina shares were trading

Jo Maes: 67,878 shares

accessible for its shareholders, to give investors the best

at a price of EUR 1.42 on 31 December 2018 (year-end

Annemieke den Otter: 16,324 shares

possible basis to make an informed assessment of the

2017: EUR 1.56). The Small Cap Index closed the year

Ordina believes it is important to be transparent and

value of the company’s shares and of the company itself.
Maintaining an active and open dialogue with

Ordina shares traded in 2018 came in at an average of

Shareholdings members of the Supervisory
Board at year-end 2018

363,257 shares per day (2017: 436,999).

Jan Niessen: 14,425,967 shares (held via Mont Cervin Sàrl)

increase the visibility of its share among institutional

18.8% lower than at the end of 2017. The volume of

shareholders, analysts and banks helps Ordina to

Dirk Anbeek: 35,000 shares

and private investors.

Act on the disclosure of major holdings
in listed companies

AGM

We regularly organise roadshows in Amsterdam, London

Within the framework of the Dutch act on the disclosure

The General Meeting of Shareholders (AGM) took place

and Paris.

of major holdings in listed companies (Wet melding

on 26 April 2018. On 30 October 2018, Ordina held an

zeggenschap in ter beurze genoteerde vennoot-

Extraordinary General Meeting of Shareholders (EGM).

4 April 2019

General Meeting of Shareholders

schappen), Ordina received the following notifications

For an overview of resolutions adopted, please see the

25 April 2019

Trading update Q1

last year (situation at year-end 2018):

minutes of the meetings on the Ordina website.

1 August 2019

Publication interim results 2019

31 October 2019

Trading update Q3

Shareholding 15% to 20%:
– Mont Cervin Sàrl

Dividend policy

13 February 2020 Publication annual results 2019

Shareholding 5% to 15%:

Ordina changed its dividend policy in 2018. The previous

2 April 2020

– Teslin Participaties Coöperatief,

policy provided for a dividend payment of 35% of the net

– Lazard Freres Gestion SAS,

profit. Starting in 2018, the dividend policy provides for

– Dimensional Fund Advisors

a dividend payment of 40-60% of the net profit, on the

Shareholding 3% to 5%:

following conditions: i) a solvency ratio of at least 35% in

– Acadian Asset Management

the year under review, ii) a historical net debt/adjusted

We refer you to the Ordina website for an overview of the

EBITDA ratio of less than 1.25 in Q3 and Q4, and iii) the

most recent notifications, or alternatively to the register

future net debt / adjusted EBITDA ratio in Q1 and Q2 is

of ‘substantial holdings’ on the website of the Dutch

less than 1.25 (after dividend payment). The basic

Financial Markets Authority AFM.

premise is to safeguard healthy balance sheet ratios and

General Meeting of Shareholders

to ensure the continuity of the company.
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DUTCH POLICE FORCE
DIGITALISING AT HIGH SPEED
Digital case files set to replace kilometres of paper

“What we are waiting for
is the moment the police report
is digitally born.”
– Peter de Beijer,
product line manager Cloud,
Big Data and Internet,
Dutch National Police

The Dutch National Police force is digitalising its processes

De Beijer relies entirely on open source software in this

and is doing it very quickly. Peter de Beijer is product line

process: “I want us to continue to develop in a

manager Cloud, Big Data and Internet in the force’s IT

transparent manner and also keep all our options open.

department. He explains how his teams are working and

This is how we constantly expand our know-how and

how Ordina is helping him in this digitalisation project.

expertise: we’re on top of every programming language
and big data framework. And because we’re using open

“In 2003, the police force started a very painstaking

source software, we are completely transparent, and

process to develop technology to do something with all

everything we do is verifiable. We allow others to review

the data from the internet,” says De Beijer. Now, some

what our software does with what is frequently highly

15 years later, large numbers of police officers are

sensitive data. This process accelerates the innovation

working intensively with a wide range of big data IT

process and allows me to embed the innovation in our

solutions that are being developed in a private cloud

systems in a more sustainable manner.”

environment of 700 to 800 servers.

Open source

High
performance
teams
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Digital case files
Ordina has been working with the police force on the

And digitalisation is continuing. De Beijer’s colleagues,

basis of its High performance teams business

all of them highly familiar with scrum, DevOps and

proposition. One of the nine processes Ordina worked

agile, are working with external teams on the

on in 2018 was the development of the digital case file.

digitalisation of very time-consuming police processes.

“Working with the IT teams on the product line, in less

This includes the digital case files, the realisation of a

than four months our team delivered a working first

future-proof big data platform and using intelligent

version. This was quickly followed by a second more

analysis to support incident handling both on the street

extensive version that was ready for production before

and in the force’s control rooms.

the end of the year,” says Annet Treur, Ordina’s Police
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account director. “This will offer all kinds of benefits in
the long run. Right now, the judicial process requires
endless kilometres of paperwork, but digitalisation will
make the exchange of information in the criminal justice
chain a lot more efficient. You can also enhance it using
various media: you can transcribe a police interview, but
you can also make it available in audio or video at the
same time.” De Beijer: “What we are waiting for is the
moment the police report is digitally born, with all
relevant information recorded and marked immediately
via a smartphone. I also expect digitalisation to go way
beyond case files, to cover the entire criminal justice
chain.”

“In less than four
months our team
delivered a working
first version of the
digital case file.”
– Annet Treur,
Police account director,
Ordina
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