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STUDENT DATA & MASTER PROGRAMME
Save this form according the format “IDE Master Graduation Project Brief_familyname_firstname_studentnumber_dd-mm-yyyy”.  
Complete all blue parts of the form and include the approved Project Brief in your Graduation Report as Appendix 1 !

** chair dept. / section:

** mentor dept. / section:

Chair should request the IDE 
Board of Examiners for approval 
of a non-IDE mentor, including a 
motivation letter and c.v..!

!

SUPERVISORY TEAM  **
Fill in the required data for the supervisory team members. Please check the instructions on the right !

Ensure a heterogeneous team. 
In case you wish to include two 
team members from the same 
section, please explain why.

2nd mentor Second mentor only 
applies in case the 
assignment is hosted by 
an external organisation.

!

city:

organisation:

family name

student number

street & no.

phone

email

IDE master(s):

2nd non-IDE master:

individual programme: (give date of approval)

honours programme:

specialisation / annotation:

IPD DfI SPD

!

zipcode & city

initials given name

country:

This document contains the agreements made between student and supervisory team about the student’s IDE Master 
Graduation Project. This document can also include the involvement of an external organisation, however, it does not cover any 
legal employment relationship that the student and the client (might) agree upon. Next to that, this document facilitates the 
required procedural checks. In this document:

• The student defines the team, what he/she is going to do/deliver and how that will come about. 
• SSC E&SA (Shared Service Center, Education & Student Affairs) reports on the student’s registration and study progress.
• IDE’s Board of Examiners confirms if the student is allowed to start the Graduation Project.

- -

comments  
(optional)

country

USE ADOBE ACROBAT READER TO OPEN, EDIT AND SAVE THIS DOCUMENT 
Download again and reopen in case you tried other software, such as Preview (Mac) or a webbrowser.

!
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APPROVAL PROJECT BRIEF
To be filled in by the chair of the supervisory team.

chair date signature

CHECK STUDY PROGRESS
To be filled in by the SSC E&SA (Shared Service Center, Education & Student Affairs), after approval of the project brief by the Chair.  
The study progress will be checked for a 2nd time just before the green light meeting.

NO

List of electives obtained before the third  
semester without approval of the BoE

missing 1st year master courses are:

YES all 1st year master courses passedMaster electives no. of EC accumulated in total:
Of which, taking the conditional requirements 

into account, can be part of the exam programme

EC

EC

• Does the project fit within the (MSc)-programme of 
the student (taking into account, if described, the 
activities done next to the obligatory MSc specific 
courses)? 

• Is the level of the project challenging enough for a 
MSc IDE graduating student? 

• Is the project expected to be doable within 100 
working days/20 weeks ? 

• Does the composition of the supervisory team 
comply with the regulations and fit the assignment ?

FORMAL APPROVAL GRADUATION PROJECT
To be filled in by the Board of Examiners of IDE TU Delft. Please check the supervisory team and study the parts of the brief marked **.  
Next, please assess, (dis)approve and sign this Project Brief, by using the criteria below.

comments

Content: APPROVED NOT APPROVED

Procedure: APPROVED NOT APPROVED

- -

name date signature- -

name date signature- -

Sylvia Mooij 21 02 2022

Sylvia
Mooij
- IO

Digitally
signed by 
Sylvia Mooij - 
IO
Date:
2022.02.21
09:43:59
+01'00'

30

30

★

C. van der Bunt 21 02 2022

C. van 
der
Bunt

Digitally signed 
by C. van der 
Bunt
Date:
2022.02.21
12:42:00
+01'00'

★

★

Monique von Morgen 01 03 2022
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Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.  
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project. 

project title

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

space available for images / figures on next page

start date - - end date- -

  Design of a roadmap for Welzorg’s portfolio, based on user insights

14 02 2022 04 07 2022

Welzorg (part of Louwman group) housed in Raamsdonksveer in the Netherlands, is specialized in providing mobility 
aids, home adaptations, car adaptations and improving accessibility. They are fundamentally a rental company. The 
customer base consists of a wide target group with people from all ages with a disability and various disability types. 
Welzorg is the mediator between municipalities, health insurers, care offices, UWV, housing associations, entrepreneurs 
and naturally, the consumers (see Figure 1). Their goal is to increase the mobility and self-reliance of the customer, but 
also unburden customers from all the concerns that come with requesting aid. Welzorg works together with 
municipalities on helping clients receive the mobility aids they need.  
Welzorg is one of the four big mediators in The Netherlands that offers advisory support and rentable assets by 
introducing preselected models from trusted suppliers to clients to choose from. They offer home/car adaptations, 
mobility scooters, hand bikes and wheelchairs among other things. Welzorg can offer made-to-fit service, but there is a 
lot of room for errors (incomplete deliveries, not meeting expectations, follow-up visits needed, extra costs due to 
complexity of customization, extended waiting time etc.) during the process of finding and creating the right fit. Not 
only can it be time-consuming but it is also very costly for the client because of the personal contribution that you 
have to pay besides the PGB (personal bound budget). It is also costly for Welzorg to personalize the models or offer 
products outside the product portfolio. The resources from Welzorg are lease-lend, so there are only so many options 
and adjustments possible. The resources have to be reused to be worth the investment. This is a complex balance 
therefore Welzorg is looking for ways to innovate.  
 
The last couple of years Welzorg had to make cutbacks and reorganize. The various facilities were centralized in a 
central warehouse and a central office. In addition to the money KPI, the people KPI has become increasingly 
important. Welzorg wants to include customer wishes of end users in services and add to functional benefits. 
Moreover, municipalities want to move towards a system in which the customer assessment is considered in the 
choice of the right intermediary. Choosing Welzorg or a competitor then depends on customer satisfaction. Welzorg is 
very good at determining the functional requirements of the customer and matching them with the functional 
requirements set by the municipality, but the latent needs and wishes of the customer are often not included. By using 
customer insights Welzorg wants to come up with improvements for the product portfolio to improve the customer 
satisfaction in the end. 
 
So, Welzorg wants to know more about their customer. Who is this customer? In this project, the focus is on children 
with manual wheelchairs. The customer journey is mapped from the starting point, before contact with Welzorg, until 
use of the product after the service of Welzorg. It is interesting to record the journey for this target group because for 
children there is an extra level of complexity. There are the needs of parents, the rest of the family and together they 
go through the process several times as children grow and needs change over time. In addition to functional needs, 
there are also other needs to consider. Perhaps functional needs are not the most decisive factor in choosing the right 
aids. That also leads to questions like: what processes outside of Welzorg play an important role? How do rental 
services and municipalities in other countries, like Belgium or Germany offer their services (more customer centered 
approach) compared to The Netherlands? Usually children with manual wheelchairs use more aids besides the 
wheelchair, how do these play a role in the journey? Figure 1 shows the stakeholders from the point-of-view of 
Welzorg, but what are the stakeholders from the customers point-of-view? It is interesting to compare the different 
factors in the customer journeys and find what is the common thread throughout the story and gain new insights.
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PROBLEM DEFINITION  **
Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30 
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

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

The main problem is that in the future customer satisfaction will be more and more the determining factor for 
choosing companies such as Welzorg that rent out aids to consumers. Welzorg needs to know which improvements 
have priority and where opportunities are to keep being chosen by the customer. Welzorg currently still links the 
customer to aids based on functional needs and finance. The process of choosing the right fit for the customer is 
strongly linked to legislation, choices of the municipality and other stakeholders, so money and practical things often 
come first and not necessarily the customer. As a result, the needs and wishes of the customer are not always met. 
Welzorg is changing the focus from the functional needs to giving the people KPI more emphasis. What Welzorg 
wants, is to get insight into the pain points, wishes and latent needs of customers, especially when it comes to aids.  
 
A sub problem is that Welzorg has a product portfolio with a limited variety of products that they can offer the 
customer. Are the products offered enough to meet customer needs? Ideally purchasing, service and good 
agreements can be made with suppliers and the wishes of the customers are met. Unfortunately this is not always 
possible unless it is functionally necessary, it can be deviated from but in order to deliver the range from Welzorg 
quickly, keep it manageable and as cost-efficiently as possible, the range of products has to be limited. 
 
Welzorg already has existing delivery flows and has put effort into gathering customer feedback and data. With the 
data that is already available and by creating new insights while mapping customer journeys, I will focus on 
developing the product portfolio to improve customer satisfaction. 

Design a roadmap for Welzorg’s product portfolio for improving customer satisfaction, based on user insights from 
customer journey mapping.

I will investigate the latent needs and wishes of children (and direct stakeholders) when it comes to ordering a 
made-to-fit manual wheelchair, to better understand how to make the product portfolio of Welzorg stronger in the 
future. I want to know who this customer is, why this target group specifically rates lower on customer satisfaction and 
how to develop a roadmap for improving the experience for this target group in the upcoming years. The final 
concept will be a integrated plan, based on the roadmap with customer insights, to improve the customer satisfaction. 
 
Deliverables 
Main deliverable - Roadmap for the product portfolio and a new concept for Welzorg 
Sub deliverables - Visual overview of the customer journeys and a service blueprint  
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introduction (continued): space for images

image / figure 2:

image / figure 1: Stakeholders, Welzorg's point-of-view

Double Diamond process
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your 
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed. 
Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives 
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a 
specific tool and/or methodology, ... . Stick to no more than five ambitions.

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

In many of my previous Strategic Product Design projects I found that I have an interest in medisign, health and 
wellbeing. I found that in this area I am able to combine engineering (my bachelor) with creativity and problem 
solving. Health care systems are often complex and challenging when it comes to innovation and change, but here is 
where I see the opportunity to gain the most. Advances in this field result in meaningful visions. I believe I am a little 
bit of a dreamer when it comes to product design. In a way I think design (also on system level) can have a really 
influential role in the everyday life of people.  
 
The first time I really experienced this was during my Bachelor End Project, where I worked for Duchenne Parent 
Project. This project was a close collaboration with the children (the users) and their parents (main stakeholder). The 
aids they requested and that were made-to-fit changed their daily routine and interactions. They were so happy with 
every improvement, that I could only think 'What else can I do for people, but on a bigger scale.' 
 
 
My ambitions 
 
As mentioned above, I believe it is worth tackling these systemic problems. I have some experience in this area 
because of projects during the first year of the master, where I was able to use similar tactics to improve a strategy, 
create roadmaps or map a service system. I want to familiarize myself even more with the methods I learned about 
building an understanding of the client and bring this information to Welzorg. I believe that even though it is said 
many times, most companies do not take the client into account enough. There is definitely room for improvement 
still. 
 
This project is for a cause I feel a connection with. I hope to create a design that helps, not only Welzorg in innovating, 
but mainly brings value to the user. I want to show with this project that I explicitly want to bring something to this 
community.
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your 
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within 
the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term 
meeting, green light meeting and graduation ceremony. Illustrate your Gantt Chart by, for instance, explaining your approach, and 
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance 
because of holidays or parallel activities. 

start date - - end date- -14 2 2022 4 7 2022

Project Planning
 Marking of the week:1 Vacation week Graduation

WEEK

31-jan 7-feb 14-feb 21-feb 28-feb 7-mrt 14-mrt 21-mrt 28-mrt 4-apr 11-apr 18-apr 25-apr 2-mei 9-mei 16-mei 23-mei 30-mei 6-jun 13-jun 20-jun 27-jun 4-jul 11-jul 18-jul 25-jul

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26

week nr.
9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34

Kick off meeting                     14 
feb 3 1

Discover Preliminairy (Literature) Research 3 2

Introduction at Welzorg 2 3

Exploratory interviews 4 6

Stakeholder overview 3 2

Map Service blueprint 5

Customer Journey Mapping 5 3

Cluster insights 8 2

Define Design Roadmap 8 3

Defining requirements 9 1

Midterm 10 1

Develop 
Co-design/ Ideation 12 2

Create/Draw new scenarios 12 2

Develop new concept 13 2

Test  concept 14 2

Deliver
Finalize concept 15 3

Green Light Presentation 18 1

Poster 19 1

Conclusion + finalize report 19 3

Recommandations 20 2

Hand -in 22 1

Graduation 22 2

4

ACTIVITEIT DurationStart

Start dateby Nathalja Wiersma

I will use the double diamond method for my design approach (see Figure 2). The double diamond offers an overview 
of different phases of a design process and gives me the framework to balance the links between the levels of detail 
throughout the project. Figure 2 also gives an overview of all activities. 
 
I will address the main issues by following the next steps: 
- Talking with and shadowing advisors at Welzorg to learn about the company and the process 
- Mapping the service of providing made-to-fit aids at Welzorg (service blueprint) 
- Interviewing 5-8 customers via Welzorg & 2-3 outside of Welzorg 
- Design and visualize customer journey maps by using user insights  
- Turning the pain points from the created customer journeys and service blueprint into a design for a roadmap 
- Create the first step for a new concept based on the roadmap 
- Test with the customers and Welzorg 
 
Graduation is 20 weeks, 5 days a week 
Start in week 3, week 1-2 are for preparing the brief, contracts and planning, End in week 23 
 
Important dates: 
14 Feb   kick-off 
04 Apr   midterm 
30 May  green light 
27 Jun   hand-in
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Figure 1. Service Blueprint



Isolating the fail points

What is missing is the clear indication between 
wishes and needs, but also the total picture of 
what is important for the customer, and needs 
that cannot be identified immediately (the latent 
and emotional needs). Then there is the follow-
up question: ‘what happens with this document 
after?’. This document is sent to the municipality 
and translated into a new document. 

This new document has a different goal. No 
longer is it in the interest of the customer but 
in the interest of the municipality that wants 
to solve the problem as easily and cheaply as 
possible. This version of the document is the 
one that Welzorg gets to see and misses the 
background story and therefore the emotional 
needs of the customer.
Even if during visits the customer hands over 
the document directly from the occupational 
therapist to the advisor, as later discussed 
in chapter 2.4 The advisor and occupational 
therapist, the advisor cannot take this document 
as a guideline or store the information online. 
The advisor is obligated to make its assumption 
first and verify those with the ones from the 
municipality.

Only the measurements and functional needs 
get documented, not if it concerns other factors 
such as someone else’s life like the partner, 
caregiver or the family (aka support). The added 
value of the list of requirements, therefore, is lost 
at that moment. 
What is often mentioned in interviews indicates 
that this is indeed a relevant problem because 
it indirectly leads to unstructured visitations 
and appointments where advisors don’t know 
the situation at hand, medical devices with 
features that aren’t suitable in daily life, a 
customer service that cannot help due to lack of 
knowledge and eventually costly delays. 

Now that the blueprint is there, it is possible 
to point out where potential fail points can 
create bottlenecks. The goal of isolating the 
fail points (see Figure 1 service blueprint 
indicated by numbers 1- 5) is to reduce 
the consequences of service failures and 
create a continuous process flow with less 
overproduction, as described in The Toyota 
Way (Ito, Hiroto, 2016).

1. Listing the Requirements

There are many templates for occupational 
therapists and most have the same 
structure with the functional needs as 
the main subject because this is what 
the municipality asks for. An example 
from ALS Centrum Nederland (Parren, J., 
2018) (see Figure 2), already includes the 
categorisation of the request, in this case for 
a manual wheelchair (often indicated by the 
municipality at a later point in the process 
while they have little or no knowledge 
about it), the functional needs, the future 
functional needs and the suggestion 
and motivation. Often there is a listing of 
relevant measurements included as well 
because the occupational or physiotherapist 
therapist, for example, has the most 
knowledge about the customer’s sitting 
position and preferences in use. 
This document guides the next steps in the 
process and should therefore include the 
knowledge written from the customer’s 
point of view. There is a need for structure 
and knowledge transfer, but no format has 
been made obligatory. Figure 2. Concept version of the List of 

Requirements Parren, J. (2018)







This raises the question if the advisor should 
not be in a direct contact line with the 
occupational therapist before the municipality 
is approached. This allows for devising a more 
suitable solution and only then discussing 
financing instead of the other way around.

2. What information the municipality considers 
and what is in a tender with Welzorg

The municipality receives the request and 
analyzes what is possible based on the necessary 
needs. The occupational therapist has already 
made a plan for this in the List of Requirements, 
but the municipality is looking more closely 
at the level of relevancy. Many interviewees 
indicated that they had to pay close attention 
to their choice of words when telephone 
conversations took place about the request. If 
another solution is possible, the cheapest and 
easiest way to solve a problem will be chosen. 
Many requests contain details regarding the 
customer’s living environment and habits, so it 
creates a grey area. What is a necessity for one 
person is a nice convenience for another. As a 
guideline, the municipality has already made 
agreements with distributors through tenders. 
This states who reimburses what and which rules 
apply.  

The municipality has also drawn up a policy that 
determines what percentage of the budget is 
available, for example, for medical device per the 
number of inhabitants of the municipality and 
how much personal contribution can be asked 
from the resident. The result of this interaction 
between the rehabilitation centre and the 
customer ends up at Welzorg. 

These parties are not aware of, for example, the 
product range and possibilities, so expectations 
beyond Welzorg’s control are set. It may be 
interesting to provide more product information to 
these parties as a preventative measure. Not only 
to speed up the process but also to avoid getting 
a surprised or disappointed customer when the 
advisor comes to visit and has to order something 
completely different then from what was described 
previously. A great opportunity is managing 
customer expectations earlier to influence 
satisfaction.

3. How a customer becomes a complex case

Within Welzorg there are different delivery flows. 
Based on functional needs or depending on how 
many medical devices someone needs the case is 
then classified in one of the following six delivery 
flows:

• DFS (direct from stock, covers 37% of requests)
• MFS (made from stock)
• DTO (purchase of goods)
• ETO (engineered to order)
• BTO (medical device with loose parts)
• Made to order

The segment that includes children is often 
considered more complex because often the 
medical devices need adjusted sizing and 
accessorizing. Rarely is a standard manual 
wheelchair sufficient. The delivery flows DTO, ETO, 
BTO and Made to order are then more applicable. 

These four delivery flows are relatively 
more extensive and require more internal 
organization because multiple parties (multiple 
suppliers for separate parts) are often involved. 
Parts, such as orthoses or seats sometimes 
have to be custom made outside of Welzorg 
and take extra time. As a result, Welzorg has 
to be responsible for communicating with 
multiple suppliers to ensure that everything is 
done in time. Regularly the processing takes 
longer and there is a higher chance of mistakes 
in customization. The advisors do not know 
about the complications of such a process. The 
advisors do not have the means to properly 
inform the customer during visitations. 
The same goes for customer service via 
the helpline. Expectation management is 
therefore difficult. The customer actually 
doesn’t know much until the final delivery 
is announced via mail and that can cause 
frustration. 

4. What appointments add value

Ideally, the occupational therapist’s 
document with the List of Requirements 
should be leading, but it is necessary to 
verify all information (necessity of the 
request, measurements passed on from the 
occupational therapist, circumstances at home, 
habits in use of the product) before processing 
the request. 



The verification is first done by the municipality 
and then by an advisor and takes place at the 
customer’s home. It starts with an appointment 
to agree on the best solution, then an 
appointment to measure the sizes and then 
the delivery. In practice, it is an iterative process 
because often not everything fits right at first 
try. A lot of time and patience is asked of the 
customer. The more half-days the customer 
has to reserve to complete the request, the 
greater the chance that the customer will 
become frustrated. There is also a big chance of 
information being lost in translation between 
different advisors who come by alternately. 
There is still a lack of structure and a way to store 
information.

5. Forms of feedback

A major point for improvements that Welzorg is 
addressing in its mission for 2025 is to improve 
customer satisfaction. At the moment there 
are only a limited number of contact moments 
between Welzorg and the customer, but these 
are not used optimally. The feedback that the 
advisor receives during a home visit is not 
documented in notes or included in an online 
file. Customer support can only help or use a 
special arrangement if the customer notifies 
that there is a problem or files a complaint. 
What many advisors also indicate, mentioned in 
the interviews (see chapter 2.4 The advisor and 
occupational therapist)

is that they prefer to help the customer 
who does not stand out as much. Not all 
vulnerable people are heard in such a system. 
There is also no feedback asked of the customer 
on the product after use. Welzorg takes the 
medical devices back to the warehouse without 
knowing if the experience with the product 
or the service was good or bad. Here lies an 
opportunity to not only look for improvements 
in the experience, including the service but also 
improvements in the products in the product 
portfolio. It may be interesting to design this 
stage in the process further on in this project 
because Welzorg wonders how they can 
consistently improve the product range based on 
the wish or need of the customer.
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Toyota is a benchmark in Japan for several 
reasons. The Toyota company (part of 
Louwman hold) has become successful 
by developing a socio-technical system 
that makes production, logistics, but also 
interaction with suppliers and customers 
more efficient. This is to minimize costs and 
waste.

This is described on the basis of 14 principles 
for managing a healthy company (see 
Figure 3, on the next page). The term lean 
management comes from this. These 
principles are also something that is being 
promoted within Louwman but have not yet 
been implemented at Welzorg, as Welzorg 
is relatively new to Louwman Group. This is 
interesting for Welzorg because they want to 
go for maximum value for the customer. And 
it is interesting for Louwman because they 
want to align all divisions.

Just as described in the experience section, 
the repository of value, the goal is to convert 
limitations into possibilities. This starts 
with identifying the primary obstacles and 
deviations in existing systems. You can 
analyze this based on the 4 P’s: Philosophy, 
Process, People & Partners and Problem 
Solving. 

The book also discusses how to build systems 
and then automate them with a human touch 
(jidoka - autonomy).

A system is first built and improved by hand 
until it is reliable and safe. This starts with the 
human engineers, the professionals (operators) 
who carefully build each line component based 
on strict outlines. Over time, everything is 
optimized to ensure the highest possible quality 
(Ito, Hiroto, 2016). Then it becomes important to 
only make what is needed in the right amount. 
A lot of repetition makes ‘the machine’ smarter 
and more independent.

The operators are less essential in the end and 
it becomes a jidoka mechanism or something 
in itself. The skill of craftsmanship evolves and is 
transferred to continue to guarantee the quality, 
but especially during this project, it is important 
to put the interests of the customer first. This is 
where the tension arises.

The principles and 4Ps are used in this thesis 
report to contemplate what a world built from 
now until 10 years might look like, and the 
implications of such changes. Throughout the 
project, the benefits of this way of thinking 
about the link between people, technology and 
business become evident.  

How to build a healthy system
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Figure 3. The principles from The Toyota Way



Establishing a time frame

The municipality has requirements listed for 
the distributor (for Welzorg) and suppliers 
considering the time frame, among many 
other things. The most relevant ones 
concerning the process will be discussed. 

The municipality can choose the form of the 
contract and the duration. Often the contracts 
state that the cheapest distributor will be 
chosen unless described differently in the list 
of requirements concerning a specific case. 
The contract also states, for example, if the 
distributor or supplier is responsible for service 
and maintenance and if they are responsible 
for the intake of material. The distributor 
registers the request dates, delivery dates, 
intake dates, and service completed dates 
and submits the invoice once a month using a 
prescribed WMO format. 
The agreements for prices, delivery, service 
times, assignments, preventive maintenance, 
rejection of products, handling damage 
and sometimes agreements for customer 
satisfaction surveys are coordinated. An 
example is shown in Figure 4, where a 
distinction between the minimum lifespan of 
medical devices is made.

Logically, sanitary medical devices have a 
shorter expected lifespan than wheelchairs 
because of more intensive use.
As for the agreed delivery times, figure 4is 
an example from the contract with the 
municipality of Veenendaal, Rhenen and 
Renswoude (documents of Welzorg). Type of 
requests and duration between request and 
final delivery:

• Delivery without customization: maximum 10 
working days
• Delivery with customization, (factory 
adjustments): maximum 20 working days
• Delivery with individual customization: 
maximum 40 working days
• Post-modification, factory adjustments: up to 
10 working days
• Post-modification, individual customization: 
maximum 40 working days
As a result, the agreements stated above form 
the basis for the timeframe of the service for 
Welzorg. 

These municipalities also stated that if 
exceeding delivery times happens the following 
applies:

• Exceeding the delivery times will be 
communicated in writing to the customer by 
the distributor (Welzorg) stating the reasons 
and the (adjusted) expected delivery date.
• If the delivery time is exceeded, the distributor 
(Welzorg) will consult with the customer about 
a suitable temporary solution to bridge the 
expected delivery time.

In addition to processing times internally 
at Welzorg, the municipality itself also has 
processing periods for applications. 

This varies from 2-4 weeks to sometimes 
months for complex applications. All in all, 
this creates an unpredictable final delivery 
time for the customer. Because each process 
uses estimated times, the waiting time can 
be long. Advisors at Welzorg, therefore, prefer 
not to mention a delivery time when making 
agreements with the customer, if this is 
requested (from chapter 2.4 The advisor and 
occupational therapist).

It is insightful to see that the municipality 
has the task of protecting the interests of the 
customer when it comes to the service of a 
company. On the one hand, the municipality 
acts as a gatekeeper of the money that 
becomes available through WMO, but on 
the other hand, the municipality has the 
best interests of the customer and the 
therapists. Many things are made possible by 
the municipalities if it is substantiated and 
arguable. In summary, the municipality has a 
leading role in determining the time and the 
expectations that Welzorg must meet.

14
Figure 4. Overview of the minimal required lifespan of medical devices
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Analyzing the profitability

To analyze the viability and benefits, it is 
useful to use Toyota principles (Ito, Hiroto, 
2016). This can be done by eliminating what is 
superfluous in the process to save money, time 
and manpower. The bottlenecks are already 
described in the Service blueprint (see Figure 
1). Subsequently, the next step is to name the 
opportunity areas.

Reducing workload

Reorganizing or reducing the links not only 
saves time for all stakeholders but also costs and 
workload for the employees. Sending an advisor 
with a Welzorg bus with different products to a 
customer for a fitting appointment costs more 
than € 350,- excluding hourly wages. You want 
to limit the number of necessary appointments 
to only the most needed (also discussed in 
‘’What appointments add value’). It is expected 
of the advisor to keep an overview of the 
progress of the application. Being constantly 
aware of all customer requests is of course an 
impossible task. You do not want to put this 
pressure on the employees, but instead, for 
example, by documenting information online 
and limiting the number of appointments.

Fewer processing hours

In addition, the processing of applications takes 
a lot of time. The municipality appoints two 
weeks for processing requests, then Welzorg 
another two weeks. It goes back and forth until 
agreed upon. The customer is not informed 
about this in advance, because the municipality, 
the occupational therapist and Welzorg do not 
know exactly about each other’s processing 
time and do not actively ask or urge for updates. 

Less dependent on human error

The occupational therapist and the 
municipality are not always aware of the 
constantly changing product portfolio of 
Welzorg. An example of this is, sometimes 
wrong product categories are chosen for 
requests at the municipality, this leads to 
a delay of +2 weeks because applications 
within Welzorg cannot be processed. As a 
result, the customer then has to wait longer. 
This is not desirable and can be prevented by 
improving communication and/or spreading 
information. You want the passing on of 
information in the request to become a 
standardized task. The Toyota principles  
also state that standardized tasks are the 
foundation for continuous improvement and 
employee empowerment (Ito, Hiroto, 2016). 
There is currently no room for spontaneous 
improvement because, as stated in the 
Service blueprint, there is no feedback 
moment via any of the links in the process 
and therefore no learning moment for the 
parties working together.

Reduce links to simplify the process

In ‘’How is the List of Requirements drawn up?’’ 
in the Service blueprint, it is mentioned that it 
may be more advantageous to organize a direct 
line of contact between the advisor and the 
occupational therapist. The first impression is 
that another link is then better utilized, fewer 
fittings and at-home appointments with the 
customer are needed. 
This has the advantages that the occupational 
therapist is more informed of what Welzorg 
is doing, the advisor is better informed of the 
customer’s wishes are, the customer loses less 
of its time and the municipality immediately 
knows what is the most inexpensive 
and adequate option without having to 
communicate back and forth with Welzorg 
afterwards.



C. Interview Set-up Customers

Method 
Interviewing, observing, sketching family picture/
situation, clustering data, designing customer journey 
maps

Interview set-up ‘the wheelchair experience’
Often the wheelchair experience is described with 
functional needs and problems, but the process of 
requesting aids, receiving funding and getting the 
wheelchair made-to-fit are just as much part of this 
experience. Therefore the interviews will be used to get 
insight into the complete picture and to identify the 
problem areas. 

The main questions below are important to get 
answers to, but are meant as a guideline. It is more 
important that the interviewee naturally starts telling 
a story. In the analysis, afterwards, the structure can 
be formed by listening back to the audio recording. 
At the start of the interview a consent form is given 
to the interviewee where he/she will be asked to give 
permission to record the audio and for use of pictures 
in the report. 

The situation considering the age of receiving 
a manual wheelchair is discussed upfront. The 
conversation can diverge from the questions based 
on the circumstances of the interviewee and be more 
about what the experience was in a more general 
sense then following the named steps.

Identify Needs
- Can you describe your wheelchair and how you use it daily?
- Can you describe the family situation?
- Is it easy or possible for you to join all the activities with family and friends  
 that you want? for example going for walks (nature) or the beach or fun  
 parks? or to sports?
- What is stopping you if it doesn’t work? (the right aid/time?)
- What other aids do you use? 
- How do they compare in requesting, use and satisfaction?
- What is on your wishlist? 
  - Do you use technology related aids or to the wheelchair?
- What is the reason you haven’t gotten it yet?

Request at municipality
- Can you describe the process of requesting your current wheelchair? 
 -       in detail! What appointments were there? 
 -       How long did it take? Waiting time?
 -       Was it hard to give the information asked upfront? 
 -       Was it what you expected?

Appointment with advisor
- How did you experience the appointment? 
- Was there enough supportive info upfront? 
 - Did you miss something like a forum with info?
- Did you feel involved by the advisor? 
- What did you think about the amount of choices you were offered? 
- Did you feel unprepared at any point? 
- What did you think about the outcome? 
- How was it funded? 
- What would you have liked to see done differently?



Delivery
- Were you informed enough between the appointment and the   
 delivery?
- What happened at delivery?
 -      Was it adjusted at the spot or pre-adjusted?
- Any other problems during delivery?
- Something you would have liked to see differently?

Use Product
- Were there obstacles in the beginning? 
- Fit, sizing, weight etc?
- Was there a learning curve? 
- Driving skill training available?
- Did or do you experience problems while you use it?
- What did you add or adjust (yourself or via?) of the wheelchair?

Welzorg
- Do you know Welzorg? 
 -      Do you have any thoughts on the company? 
 -      What did you enjoy? What did you like?
 -      What bothered you most?
 -      Do you think they do enough for children, specifically?
 -      Would you like to have Welzorg invite you to opportunities and   
 activities for you and your family to improve wheelchair tech    
etc?
 -      Are you interested in receiving updates for new aids that are   
  privately sold/available?
  via mail, Mijnwelzorg, youtube or just news updates on the   
  website?

Use Service
- About the service you use, did you feel you got what you wanted and   
 expected?
 -      Welzorg has a specific range, with limited products
 -      Was it enough for you?
 -      What was lacking?
- You probably know how Welzorg works, it rents out the aid from   
 suppliers in collaboration with the municipality. That is why they often   
 offer the most strategic products
 -      Did Welzorg consider other options enough in your opinion         
 besides the ‘most affordable option’?
 -      Did you feel the need to see or try more options?
 -      Would you say you are good at taking initiative? Do you feel it is   
 necessary?
 -      Have you arranged things outside funding and WMO from your   
 own budget?
 -      What products?



D. Customer Journey Maps





























E. Consent forms
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In the beginning it is difficult to give 
concrete answers, so it is important to 
start thinking about which steps will get 
you closer to defining what you want to 
achieve.

Beforehand the participants were 
brought up to date with the findings 
from the stakeholder analysis. To start of 
the session the participants were asked 
to look into the future and describe what 
would be there, what would Welzorg 
distinguish itself with, then what would 
we like the customers to say about us 
and then make a plan on how to get 
there. This makes forming the vision a 
matter of connecting what has been 
stated together as group. The vision 
includes: a project goal, an end user, the 
main need, a part of the journey that 
concerns the design and the ultimate 
future ambition.

Set-up

F. Creative session Welzorg













G. Co-Evaluation session Basalt

The creative session was done with 9 
occupational therapists (three groups of 
three people) at Basalt. Each with a set of A3 
posters with 5 assignments and smaller sub 
assignments. 

Assignment 1. Warm-up

The participants were asked to design a 
film poster showing what their goal is in 
their work.
This exercise is included to show that even 
though not everyone can draw you can still 
convey information quickly by just putting 
things on paper. There are no mistakes.

Assignment 2. How do you 
proceed

While continuing the discussion the 
question of how it is going now and what to 
add/improve in the future was next.
In addition, a question was asked about 
what makes you a star in the ward or why 
the patient would give you 5 stars, to create 
a little lightness and stimulate interaction.

4.1.3 The set-up

Assignment 3. Then and now

This third assignment was to get the 
participants to think a little bit about the 
evolution of their work over time. First what 
they have seen changing and then what 
would they imagine to be possible in the 
same time frame. Or is healthcare that 
traditional that it doesn’t change anymore?

Assignment 4. Frustrations

This part was to introduced as a fun element. 
Here the participants can indulge themselves 
with what could be done better by others. 
Handy as input for the new proposals and 
for creating support from the occupational 
therapists.

Assignment 5. Thoughts

The participants were shown the first version 
of the concepts. This part was about thinking 
along with what is currently on the table: the 
praatplaat but also the other concepts for 
horizon 1. To collect input, flaws, doubts and 
suggestions to refer to later and to show that 
it can work. 











H. Concept 1












