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A. personal Project Brief

IDE Master Graduation

Project team, Procedural checks and personal Project brief

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.

USE ADOBE ACROBAT READER TO OPEN, EDIT AND SAVE THIS DOCUMENT

family name ~ Wiersma 5512 Your master programme (only select the options that apply to you):
initials N given name Nathalja DEmastes: (JiPD) () Dfi) (R sPD)
student number 4497988
street & no. -
zipcode & city Honours Programme Master
country Medisign
phone Tech. in Sustainable Design
email Entrepeneurship
** chair  Sylvia Mooij dept. / section: _DOS, MCR
**mentor Sonja Paus-Buzink dept. / section: _HCD, AED

Agnes Kloosterman
Welzorg (Louwman Group, Care)

Raamsdonksveer The Netherlands
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Procedural Checks - IDE Master Graduation

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

Digitally
17 signed by
SyIVIa Sylvia Mooij -
10

MOOIJ Date:

IO 2022.02.21
chair  Sylvia Mooij date 21 - 02 - 2022 signature - I\ 09:43:59

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.

Master electives no. of EC accumulated intotal: _30  EC a all 1+ year master courses passed
Of which, taking the conditional requirements
into account, can be part of the exam programme 30 EC missing 1% year master courses are:

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

Digitally signed
C . Van by C. van der
Bunt

der Date:

2022.02.21

name _C.vanderBunt date 21_- 02 - 2022 signature B”nt 12:42:00

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, (disJapprove and sign this Project Brief, by using the criteria below.

o Does the project fit within the (MSc)-programme of M*) APPROVED l) NOT APPROVED )

the student (taking into account, if described, the

activities done next to the obligatory MSc specific ) APPROVED I) NOT APPROVED )
courses)?

e s the level of the project challenging enough for a
MSc IDE graduating student?

e s the project expected to be doable within 100
working days/20 weeks ?

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

comments
name Monique von Morgen date 01 - 03 - 2022 signature
IDE TU Delft - E&SA Department /// Graduation project brief & study overview /// 2018-01 v30 Page 2 of 7
Initials & Name N Wiersma 5512 Student number 4497988

Title of Project __Design of a roadmap for Welzorg's portfolio, based on user insights

%
. . TUDelft
Personal Project Brief - IDE Master Graduation

Design of a roadmap for Welzorg's portfolio, based on user insights project title

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.

start date 14 - 02 - 2022 04 - 07 - 2022 end date

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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introduction (continued): space for images
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image / figure 1: int-of-vi

| 1. Discover | 2.Define | 3.Develop ; 4. Deliver

: Managing Planning | Cluster Insights Develop Concept | Test Concept
' Service Blueprinting ' Roadmap :
User Journey Mapping
image / figure 2: __Double Diamond process
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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.

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, | will focus on
developing the product portfolio to improve customer satisfaction.

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.

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. | 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.

!
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. 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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PLANNING AND APPROACH ** MOTIVATION AND PERSONAL AMBITIONS
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed.

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 Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives
meeting, green light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, explaining your approach, and of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance specific tool and/or methodology, ... . Stick to no more than five ambitions.

because of holidays or parallel activities.

In many of my previous Strategic Product Design projects | found that | have an interest in medisign, health and
wellbeing. I found that in this area | 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 | see the opportunity to gain the most. Advances in this field result in meaningful visions. | believe | am a little
bit of a dreamer when it comes to product design. In a way | think design (also on system level) can have a really
influential role in the everyday life of people.

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

The first time | really experienced this was during my Bachelor End Project, where | 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 | could only think 'What else can | do for people, but on a bigger scale.'

Project Planning
AAAAAAAAAA = -

My ambitions

As mentioned above, | believe it is worth tackling these systemic problems. | have some experience in this area
because of projects during the first year of the master, where | was able to use similar tactics to improve a strategy,
create roadmaps or map a service system. | want to familiarize myself even more with the methods | learned about
building an understanding of the client and bring this information to Welzorg. | 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 | feel a connection with. | hope to create a design that helps, not only Welzorg in innovating,
but mainly brings value to the user. | want to show with this project that | explicitly want to bring something to this
community.

| 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.

| 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

FINAL COMMENTS

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

Important dates:
14 Feb kick-off
04 Apr midterm
30 May green light
27 Jun hand-in
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B. service Blueprint
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Figure 1. Service Blueprint




Isolating the fail points

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 1service 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.

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.

e

Utrecht, datum

Betreft: Voorlopig programma van eisen voorziening

Aan dhr./ mevr.

Deze informatie ontvangt u ter aanvulling en ter ondersteuning van uw aanvraag bij de
gemeente.

U heeft aangevraagd bij de gemeente:
Handbewogen rolstoel

U vraagt deze voorziening aan omdat u de volgende beperkingen ervaart:
ALS.

Voorlopig programma van eisen:

« Vouwframe. De rolstoel moet gemakkelijk ingekiapt kunnen worden.

« Lichtgewicht in verband met beter rijrendement en zodat de rolstoel gemakkelijker in
de auto getild kan worden

« Achteras instelbaar zodat deze zodanig afgesteld kan worden dat de rolstoel niet te
snel kiept.

« Zitbreedte: tijdens passing te bepalen.

« Zitdiepte: tijdens passing te bepalen

« Zithoogte; Tijdens passing de juiste zithoogte bepalen. voorwaarde is dat mw. goed
kan opstaan uit de rolstoel. Beensteunen; standaard, naar achteren weg zwenkbaar
en uitneembaar

« Voetplaten: opklapbaar

« Rugleuning: Voorzien van een spanbanden rug en polstering om voldoende steun in
de rug te kunnen krijgen. Met name lumbale ondersteuning is van belang!

« Rugleuning: hoogte tijdens passing te bepalen.

«  Duw-trekremmen; Remmen moeten licht versteld zijn in verband met verminderde
handfunctie.

« Zitkussen

+ Zitting horizontaal

« Grootte voorwiel: tijdens passing te bepalen
« Materiaal voorwiel: massief

Te verwachten eisen in de toekomst.

« Hoofdsteun: dhr/mevr. heeft nu nog geen hoofdsteun nodig, maar wel in de
toekomst. Dus nu wel alvast meenemen bij deze passing. Het moet mogelijk zijn om
een hoofdsteun op de rugleuning te kunnen plaatsen.

« Naspanbare zitting

« Zitkussen: preventief AD kussen, minimale dikte 5/6 cm.

D Voorzien van Remmen moeten licht versteld zijn in
verband met verminderde handfunctie.

«  Duwhandvatten: in hoogte verstelbaar

« Armleuningen: in hoogte verstelbaar; lange en brede, zacht gepolsterde
armleuningen

« Hoepels: rubber gecoat.

Voorstel tot passing met de volgende voorziening en motivatie

Een passing in aanwezigheid van de ergotherapeut behoeft sterk de voorkeur, omdat zij
inhoudelijk goed op de hoogte is van het functioneren van u.

Wanneer de passing in De Hoogstraat revalidatie plaatsvindt, is het zeer wenselijk dat de
technisch adviseur op de hoogte is van bovenstaand programma van eisen en contact
opneemt met de behandelend ergotherapeut om de passing zo effectief mogelijk te laten
verlopen.

Voor het maken van een afspraak kan de leverancier contact opnemen met de afdeling
planning, telefoonnummer bereikbaar op .

Ergotherapeut:
Revalidatiearts:
Aanvrager:

Figure 2. Concept version of the List of
Requirements Parren, J. (2018)
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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.



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.
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Philosophy Principle 1: Base your management decisions on a long-term philosophy, even at the expense of short-term financial goals.

Process Principle 2: Create continuous process flow to bring problems to the surface,
Principle 3: Use "pull” systems to avoid overproduction.
Principle 4: Level out the workload (Heijunka).
Principle 5: Build a culture of stopping to fix problems, to get quality right the first time,
Principle 6: Standardized tasks are the foundation for continuous improvement and employee empowerment,
Principle 7: Use visual control so no problems are hidden.
Principle 8: Use only reliable, thoroughly tested technology that serves your people and processes.

People and Partners Principle 9: Grow leaders who thoroughly understand the work, live the philosophy, and teach it to others.
Principle 10: Develop exceptional people and teams who follow your company’s philosophy.
Principle 11: Respect your extended network of partners and suppliers by challenging them and helping them improve.

Problem solving Principle 12: Go and see for yourself to thoroughly understand the situation (Genchi Genbutsu).

Principle 13: Make decisions slowly by consensus, thoroughly considering all options and then implement the decisions rapidly.
Principle 14: Become a learning organisation through relentless reflection (Hansei) and continuous improvement (Kaizen),

Figure 3. The principles from The Toyota Way



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.

Minimal lifespan:

Indication-group

1 vianual wheelchair occasional use adults/ children

N[ | DN

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.

Figure 4. Overview of the minimal required lifespan of medical devices

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.
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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.

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.

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.



. 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 detaill 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?

- Areyou 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







STAGES

ACTIVITIES

12 years old, chromosome abnormality
Loves the Efteling

Has a younger sister Jade
Interview with Lysian, the mother

Stage 1

Identify Needs

> Luna has had many aids,

so it is easier to know
what is necessary

> Visit fair Jaarbeurs in

advance with
occupational therapist

> Research is done on

Google and Facebook

> Alist of wishes (products)

is saved

> The occupational

therapist indicated that a
new wheelchair was
necessary

>

Stage 2

Request aid

The municipality works with
Medipoint, which is good
but options are limited

Most contact was between
the occupational therapist
and the municipality

Familiar woman is the
contact at the municipality.
She understands the
situation

This time it is possible to
choose from some options,
because experience has
shown that you have to
actively ask

>

Y

Stage 3

Appointments

Advisor sent came in 10
minutes to see if she really
qualified

There was a check
appointment

No blue!

Then a measuring
appointment with Veldink
present too

(and a lot of time in
between appointments)

Stage 4

Deliver and
instruct

> A standard black wheelchair

was delivered after a lot of
arrangements via WMO,
built way too light

It was said that they should
do it with that and that they
should be very happy with it

Little to no instructions, but
Luna has her own habits, so
that was not surprising or
remarkable

Stage 5

Use of Product

> Luna can move wildly and

is very strong so
everything bends or
breaks, that's why standard
is often unsuitable

Most of these things are so
specific for Luna that the
municipality does not think
they are standard and
therefore does not want to
continue

> Arranging stuff for Luna

Stage 6

Follow-up

is always an ongoing
process

Very important that the
wheelchair and toys fit
her and her
age/personality

Has a lot of info on what
products are good and
what not, but no where
to give feedback




EMOTIONS

PROBLEMS GOAL

OPPORTUNITIES

Y

‘I learned really quickly that
Yyou have to plan far ahead if
Yyou want something to be
arranged before it is really
needed”

Arrange new wheelchair

Due to visiting the fair
and having experience,
highly committed to
arranging the ideal
wheelchair of, eg Veldink

Properly substantiate the
needs together with the
occupational therapist

The image they sell is
often not realistic

What the occupational
therapist promises is not
necessarily what will
happen

you don't know how long
something like this will
take

Instead of a fair, the info
can be found via welzorg

Welzorg becomes an
orientation point

Updated information
about delivery time parts

“We know the lady that does the WMO
requests at the municipality. | wouldn't
know what to do if she wasn't there”

“She fights for us because she know
how hard itis on us”

Y

&
1
1

Ensure that the municipality
participates in the process

Ensure that the municipality
also takes the wishes into
account

Get and do everything that is
possible

The lady at the municipality
can only do so much

Much is already fixed and
cannot be influenced

No idea what will remain of
the request once they have
processed it into a tender

Expectation management
via the website, that with
certain functional needs and
certain wishes you will
receive something in this
manner, but additional stuff
can be bought seperately

Similar to this situation, a
contact person that knows
the circumstances

“Why do have to repeat
myself so much. If you go to
the doctor they know what the
appointment is about. These

“Luna needs sturdy material

otherwise they have to come

back tomorrow because it
breaks"”

advisors sometimes come The second time we were
over and don'thave a clue” allowed to choose a color, only
because we asked”
‘00

y” \?

Y

YY Y Y

>

“For us scheduling a day to stay at home
for an appointment is a nightmare”

Convey the story as clearly
as possible

Fast and efficient
communication

Make sure the work is done

Planning never works out
well. The whole family has to
adapt

The advisor often seems
unaware

Sometimes it's a lot of
pulling and little feedback

Info is not documented well

Process shown in online
portal, so the customer can
point out where to refer back
to

Documents and notes from
advisors to advisors with
must-have info

Time slots, so the customer
has options and doesn't have
to cancel

[

Y

1
|
|

\

) “Many things were wrong, no

one listened.”

Make sure everything is as
agreed on

Make sure it fits and is sturdy

Find out if it needs improving
like the previous one

Details were lost in the
process, the advisor said it
seemed to work nontheless so
he wouldn't change it

Not taken seriously when
adressing the problem to
Welzorg

"Van kastje naar de muur
gestuurd”

Keep the occupational
therapist more involved in
complex cases (measure with
them maybe)

Keep the previous notes as
reference during visitations

Measure more elaborately at a
later stage in the process
instead of at the beginning

(

“The things that were wrong

Find out if it works and
what is missing

Itis an ongoing proces, so
iterate and learn

Try to make Luna's and
the families life easier

Often luna's strength is
underestimated. she
breaks everything that is
loose. It is difficult to make
that clear to an advisor

Luna has no known
disease so the advisor
does not have the
complete picture or sees
what her habits are

Build a database on a
customer so the advisor
can link the info to the
right solutions

Document what works
and what doesn't so
mistakes are not repeated
for Luna and others

and missing had to be
re-ordered and adjusted. This
took forever. Actually it is still
going on after months”

>

“We are very very grateful for all
the help, but the effort and time
we put into it sometimes seems so
unnecessary”

“Smooth or easy are words we
don'tuse, ever”

e
1
I
I

Get what is received to
work as long as possible
if it is good, because
arranging new resources
is time consuming and
trial-error

Try to plan ahead but it
is hard, because Luna
grows differently than
others

Nothing after? Why not
use this opportunity to
show second life or ask
for feedback client
specific about service,
not only about the
product or supplier

J




* ww:r w Gyearsold
Loves going outside with the rest of

the family,
Interview with Agnes, the mother
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“Occupational therapist
involved and gave tips on
managing the application via
the municipality”

“0f course we want the
lightest and best wheelchair,
but more importantly, Flore
can participate in the fun”

“Three models to see if it
would fit in the car. Was

“If we arrange it ourselves, it

“The fitting appointments are often works much better, so we

so aggressive that it reminded
me of those”

really vague to me and h'ave a perfect!” started doing that more often.
huge impact on our routine with We have become handy “Also because | started working at
) the rest of the kids and work” T - P
”Lgft to ourown devices after “This gentioman did not take especially with small things Welzorg I see what's going on
diagnosis” ‘ the problem seriously”
)
= ! .
@] : , , |
— | \ Do you know in Harry Potter '
- ' I Hagrid has these monster I !
(@) books? Every time when |
= I folding the stroller | had to |
Ll | press two buttons and it was |
|
|
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therapist indicate Organize all information - . . T
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was necessary an overview intrusive on family routine understood CoéreCﬂy ang that Flore at home
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< fitting to ourwe told > Make sure things get ge?t, tesﬁ, te:lst and ﬁ>§c-'t ‘ > Resolving problems comfortable Mal}e sulrefevFryone in
o our story going > Dbefore they leave or fix it concerning things that are . the family feels
G) ourselves bothering during use Make Sur%|lt is - involved, not only Flore
> Find a solution as soon > Preferably have options , manageable and it wi
o possible andchosse 0 > Maesyetehaeal > payolose tenton taf o Mate st Fo can
> Get everyone going alright after
You are responsible for > No options for planning . > Hard to know if it is nice Not a distant t
wn Lok @i 0 > all documents and , The expertdid not to use if there is no ot a distant prospec
= > Ogﬁﬂgalr?dc}rrrgr?w ion contracts > TQQ v¥h]9tlﬁ family kﬁs to understand the necessity information about it Have a lot of input
izati _— CIOJ IS I INSHE (5 61 ) . - ideas and knowledge
ﬂ organizations > Each organization has appointment > Tiring tt.o have to inform Sometimes it turns out it but nowhere to usegit
gl > Notime indication %lfr&%r‘?g}wgi‘%gg?rsréghueggts > More than once it was not everyime 'Sf'?t TS Cb el for or give to
(®) , . after a while, because
x . . . . usefull > |t |slnot|cab|e that they Flore changes as she
= |~ Alotisaskedofyou > Medical looking devices , don't have much time grows ¢
is not nice for kids > Time and effort could have
been saved
o A central information More aids that look like > Better planning system, , L5 eerlD wikE
',ﬂ - point e they are actually made for where you get timeslot > Let advisors read Share reviews of revié’wsp
— kids options eachothers notes gﬁeCVk']gﬁ[J?qu‘}S;irgn'” a forum
H Share information , , , , o Organize a place
= > between organizations > Online overview of all ~.Planning option where > Listimportant notes - vvhgere ideaspare
= so they know what documents and requests other organizations are also somewhere Let users share diy's and welcomed
E others are doing and (at least for Welzorg) involved, to save time on . tips
o can do . separate appointments > Show effort and think : Create persona'’s based
a > Offer the option to choose . . together with the parents Why .”(?[t a f'T[ tth on inpt clients so in
o > Share similar stories from different products > Online cloud with all gt%Fr)%n MISTHRGRIE the future others have
© between parents and variations previous steps documented - a reference




STAGES

ACTIVITIES
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Stage 1

Identify Needs

New wheelchair is
necessary Stijn has

grown

More support arms, neck

6 years old
NAC football fan (like his dad)

Only child, Cerebral palsy
Interview with Danielle the mother

Stage 2

Request aid

> Appointment with
occupational therapist at
rehabilitation center for
writing down needs and
wishes

and legs needed

Application via known

Previous wheelchair was > contact person at the

too standard for the

municipality about financing

increased spasms/ via WMO
movements

Calling to check if the
Wheelchair no longer > request is being processed

compatible with the car

In conversation with
rehabilitation center
about possibilities new

wheelchair

Y Y Y Y Y

Y

Stage 3

Appointments

Contact with a known
contact person from the
supplier

List of requirements and
wishes shared

Receive an appointment
with advisor on a specific
date, date is inconvenient

Wait for reschedule and
have the appointment at
home

Specifics are discussed
and finalised

Many more appointments
follow to clarify the
measurements

Supplier requests specific
aid based on needs

Stage 4

Deliver and
instruct

Check confirmation from
supplier about order

Check update delivery
time

Call to check if it is correct

Move scheduled
appointment for delivering,
fitting and for asking
questions

Test product and adjust
with at delivery

Stage 5

Use of Product

Practice handling the
product with the
occupational therapist

Experiment and tinker
with the small defects

Schedule a new
appointment with
supplier for things that
are still missing or not
working properly

Stage 6

Follow-up

> Must be picked up at
some point, but not
thinking about it yet




EMOTIONS

PROBLEMS GOAL

OPPORTUNITIES

‘I googled wheelchairs that fit
in the car, but they are so
expensive. The revalidation
center recommend some too”

Get clear a clear
picture of what is
needed

Find a solution as soon
as possible

Initiate a plan

No idea about
possibilities

What is a need and
what a wish?

How long will it
take?

More info should be
available

Quicker link between
occupational
therapists,
municipality and
advisors

“Itis so nice that we know the
person on the other side of the
line, keeps it less complicated.
She knows our story”

‘I wouldnt know what to do

without her. I have to tell the

Get accros what is
needed

Try to get the best as
much as possible

and as smoothly and
quickly as possible

It's hard to defend what is
a need and a wish

It's difficult to defend the

importance of something
that seems very small to

others

Everything is expensive

More influence preferably
on the list of needs, wishes
and how heavy these
weigh for advisor

There should be one
contact person assigned
to a complex case

Yy

Y

Y

whole story already 100x
during every visit and be
carefull about the words |
chose. She just listens and
thinks along with me”

“No idea why it took 5
appointments, every time
something was incorrect”

Ensure that it is arranged
quickly and preferably right
the first time

Ensure that the result
makes it easier for Thijs

That everything is thought
through

A lot of lost time

Difficult to plan when you
can plan at all

Lots of trial and error

Advisors who are not
expert or measure poorly

Better overview online with
info about what party does
what and when, also
product info

Option to get a advisor that
is more qualified for
complex or repeating
requests

“Why is the appointment
scheduled for me, 1 9/10 times

“Some things like the new
shackle around the hips, was
S0 nice we couldn’t have come
up with that. It helps so
much!”

have to move/cancel it"

>

Make sure everything is
okay and as expected

Find out everything that is
necessary to know

Try to find options, there is
not a lot of choice

The actual time of the
appointment is )
IunE[)redmtabIe. A lot of time
0s

You have to think of
everything to prevent
having to make another
appointment

Not every advisor is as
qualified

Opportunity to allow
sharing of medical info
online of client dossier to
do eg. repeat orders

Also for the advisor to read
up on what happend
previously and what the
specific needs are

> Theclient doesn't see

"I have so many small things
would like to have changed, but
overall | am very happy for Thijs.
The process was unnecessarily
complicated and lengthy."

A lot of lost time, try to
make the appointments
matter and tell
everything

Lots of trial and error
but trying to the
mimimize mistakes

So many small problems > Never done, it's a
you couldn't think of never ending process

Advisor doesn't always
informs correctly about
some parts or measure

poorly

Instructions or forum
with info on use and
tricks within Welzorg
community

> Nothing after? Why not
use this opportunity to
show second life or ask
for feedback client
specific about service,
not only about the
product or supplier

new opportunities,
maybe update on what is
possible in the webshop

/




STAGES

ACTIVITIES
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26 years old

Complex disease, one functional arm

Lives alone since recently

Stage 1

Identify Needs

> Wheelchair necessary

according to )
occupational therapist
due toillness, the
strength in legs
decreases

Walking again seems
possible so preferably an
active wheelchair where
there is a challenge

Looking at options
together with the
occupational therapist

Stage 2

Request aid

> The task of applying for

and financing with the
municipality goes almost
entirely through the
occupational therapist

> The occupational therapist

makes a list of
requirements based on her
insights

Stage 3

Appointments

The wheelchair was ordered
without too much hassle via
Welzorg

No idea what or when the
wheelchair is coming

Stage 4

Deliver and
instruct

Order delivered after mail
announcement

The delivery was different
than expected because it
was not the discussed and
promised type of chair

Received limited
instructions

Y Y Y Y

Stage 5

Use of Product

Practise with the
occupational therapist

No wheelchair agility
training

Coming up with solutions
for convenience at home

Going outside to practise
a lot more now. to the
supermarket and to
friends

Couldn't find much via
the Welzorg website
about disassembling or

>

>

Stage 6

Follow-up

Already made a list with
wishes for the next
steps in trying to
recover

Saves new finds online
and stays in contact
with others with similar
diseases via Instagram
about lifeupdates tips
and tricks



“My body just went through
something heavy, | don't have
the energy to arrange and
research everything.  don't
know yet what | need later”

“The occupational therapist
did a lot. She arranged WMO
and really involved me.

“The occupational therapist
arranged electrically powered
assistance. This makes my life
Somuch easier and better in
S0 many ways!”

‘It is so much more heavy and bulky. The
folding and taking of the wheels for
transportation is so heavy. | overloaded my
working arm and | feel bad for my family
that has to take it with”

“When the wheelchair came | was

really surprised it was different then
discussed. Somehow my wishes for a
‘more active posture’wheelchair, were
ignored.”

“There were some ups and downs,
but | am really grateful for the help.
I know what [ want more now, for
in the future”

“There were no appointments to
check. | actually had to reach out a
couple of times because | didn't hear
anything back”

‘I am very lucky to have my
family help me so much. The
website alone is very vague'

EMOTIONS

“The rehabilitation center didn’t
want to help me, because my

case is too complex.”

> Try to find something - . . g ' Adapt to the change of > Take the new learnings
- > Getan active wheelchair > Influence in making choices e P 9 ¢
:(' ;[Qgﬁegiliﬂsgvrynlghbility to increase the chance of related to preference, color, > Make sure everything is right c?qce, but make the best and apply to future
being able to walk again size, weight, fit etc. : ) of it requests

8 i i > Make sure it works in the

> Find something tha ! ) at-home settin Making sure everythin > Negotiate differentl

makes life a bit normal >~ Try to get the . > Getit sorted out quickly ° works%ractioally }a/md ° ° g
o again occupational therapist on h if hi |
e the same page smoothly > See if anything else can
. be arranged, plan A
2] Also something to be Ensure that everyone in
- > less dependent on the area can work with it
environment

> Little information > What yoqleéahntE, ntot r[:]ot able to see what is > Try working with what is given 'r:iféehexpectations were too > Hard to predict the future
wn : necessarily the bes appenin : . o
= available RRERng > Predictand discuss _ > Hope it will get better,
T _ _ > Alotis done in the No insight into what i beforehand what foreseable Try getting used to the but chances are that it

> N th ih oins o what is L . .
1 ew with everything background, no access to decide problems are going to be weight of the wheelchair gets worse
o there and how to tackle them '
o > Low energy > Because a lot was done by Try saving strength to > How to plan and create a
o others via an acquaintance protect only good arm routine fitted to having a
o (via Welzorg), vno interim wheelchair

appointments were planned
: : ] N . . o > Offer more options for Document what went well Ask for fi k onli
m > grl;tﬁitee orientation point . greate ITjSIQRt ;n_to what t|s Visible timeline of process customization to personalize and what not - ar?d L?;e ?ﬁgtbfocorce)gtlge
= hone an Wt atis going to and parties involved or improve the product for the tips for the future or
',: > Make a clear step-wise appen nex customer Document customers product
o wishes for future requests dati

% order of tasks > Ask for [?(?rmls?;]on (Iqr . If not satisfied, other policy recommandations
= approval from tne clien > like 30 days return possible? Offer additional service or > Ask for product review
o follow-up, if not satisfied
8 then start new request
o
o

/




STAGES

ACTIVITIES
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18 years old, spina bifida

Loves his handbike

Will move out by himself soon
Interview with him and the family

Stage 1

Identify Needs

> Has been with Meyra,

Medipoint and Welzorg

> Welzorg was great years

ago when they had a
physical location

> Has had many

wheelchairs 4-5

> Often fell with the

wheelchair (forward)

Loves to go outside, but
poor traffic insight.
Handbike is the fastest
safe option

> Lives near the beach

Stage 2

Request aid

Contact person arranged
extra options at Welzorg
because a family friend

Must be able to take a
beating, frame extra firm

Contact person at the
municipality was super
friendly and helpfull

The municipality advised an
handbike over a car seat

Complicated because
blended family in two
municipalities

Joking with the advisor made
it relatively fun to manage

Y Y Y Y

Y

Stage 3

Appointments

When the advisor came it
was always fun

The fit-appointments were
pleasent too

Emergency service is
excellent

The advisor does not always
see what is necessary. He

doesn't feel seriousness and
heaviness in some situations

He did the measurement
appointment with the
wheelchair personally

One time an appointment
was made and no one came

Y

Stage 4

Deliver and
instruct

Difficult because no
handbike in the meantime
when broken

Drove to the repair point
myself

Tire and wheel were
skewed

Backrest and seating pillow
caused pain and sores, not
good with scoliosis

Had wheelchair training
during special secondary
education

Stage 5

Use of Product

> Very positive about all

the wheelchairs

> The options to choose

from were okay. Rims,
support and main color.

yourself (stickers, wraps
or attachments)

> Had airplane wings

stickers on the wheels
when he was younger,
but then for older
children there is less
options

> You grow out of the

colors and stickers really
fast

Finishes you had to order

Stage 6

Follow-up

After use of the sport
wheelchair (bought
themselves) the chair
was donated to the
sports association

The sport wheelchair is
still being used by other
kids

Would have liked to try
on more options when
chosing the right chair,
but the chair was always
fine

Support from
surroundings was ver
helpful. Welzorg mostly
lacked in communication
and follow-ups

Was pgb an option?




“When there is trouble you
“Lady at municipality Heiloo

£ o can just walk in (at
was an angel and arranged Too bad ereisn'ta municipalty)”
things without having to ask” workshop with parts closeby
“Also for mobility you can only where you can let people
“Mom arranged most stuff but have some items and then not tinker and adjust on the spot” “For Welzorg itis really
she was so tired of having to others because they are in the different. We rather fix it 7 ot
keep track of everything” same category” 'Fed up that communication was

el p
ourselves sometimes S0 bad. Even if you made an

EMOTIONS

“It's complicated because you
can't have two of anything.
You have to choose for which
house which means and
which adaptations”

emotional call for help. There are
some highs but many lows”

Make sure it's possible . Get in contact with . _ . Keep being able to do Make the wheelchair . Make it shorter
> ;Os %%gsﬁésléde as much municipality or advisor > %o into thtelopttljons \/lvlth what is possible more personal waiting time
when something is off e ‘'experts’ and explore
i the possibilities Discovering wheelchair Make it not too childish, . Get things to go past
M d iti i
g . an%Vﬁ::r?U” nels > They usually know what to I sports opportunities the right age the call center, no call
; do or else google Ina tne rgnt backs but real actions
O independently o Practice and make it your Find fun options
> Sefety! > Get someone to help > Check if all is alright own > Improve
: arrange it communication
> No idea about possibilities, Make the stakeholders Th limited opti > No time indicati
X Very dependent on others ere are limite IOp 10Ns O ime Indication
N only what the advisor and - e > Process of seeing advisors via understand the , when you are a little
i appointments is rather ] ( olaer put not tully adu O call-backs
= municipality recommand > Welzorg is not as helpful, i is rath |mpo|rtatﬂce of sometimes |der but not fully adult > N [l-back
L they do things without enjoyable, no problems simpie things yet
= | > Momhasallthe vertying > The people at the call
(2 knowledge, but will retire > Rules again are the main Rather have Welzorg to be Colors are limited, wrap? center aren't always
8 soon S Eules and regultes I issue, because of there faster if s,,omethmg is nice
L i circumstances with two elzorg aoesn't show
o the ease to arrange things i ith wrong that isn't an easy fix Wel d tsh
s Z\ﬁg;gdwebsne S quickly and efficiently households options > Long wainting time
w0 . More than once it was . > People often don't know
L > Expand website > Make a to-do list guide via o= Enesligge metniight] mentioned that the 'expert’ Suppliers offer so much that PGB is a good
H the website that shows interaction between advisors advisor didn't understand more why not offer it via N | g,
— . and customers. If the advisor . . the Welzorg webshop? ;
H > and show offer or option g/hat tdo eﬁpect and what to knows more he/she can do the necessity. Potentially (maybe discount deal) options
=2 to request a fit model o and when : this is a point for
= the job better. i e it Make the help call
o . _ _ provement for training Have more age > : p
o > Share reviews and > Manage expectations via new advisors : . service more customer
D7 s i > St asone: oot onsfor - fenay
& trajectories or municipality Circzmstances Show more details to ol k?ds
o advisors that aren't familiar y > Update customer

with the case

regularly




STAGES

ACTIVITIES
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30 years old, spina bifida
Has a scooter for the wheelchair

Lives with her husband
Volunteer baking cakes, wheelchair dancing

Stage 1

Identify Needs

> Mother arranged most

things previously

She was good at finding
stuff and details

> Now info is mostly from

Facebook or elsewhere
online

Has had 4 manual
wheelchairs over the past
years

> Since the scooter, being

able to travel and go out
has become a necessity
as a grown-up

>

Stage 2

Request aid

Switch within the
municipality of suppliers
(Medipoint to Welzorg)

Wheelchair process went
okay (Medipoint), but the
scooter was a big issue
(Welzorg)

The scooter is very
important because going
outside and doing activities
is necessary in daily life and
work

A list of wishes was made
with the with the
occupational therapist and
physiotherapist through the
municipality for both
requests

Stage 3

Appointments

First model for the
wheelchair had the
wheels placed oddly far
to the back. This made
use very heavy and scary

The fit appointment
wasn't done correctly

Asked for help with
adjusting the seating, but
wasn't possible according
to Welzorg.

Eventually they adjusted it
2 cm and later even more,
so it was possible from
the beginning

Stage 4

Deliver and
instruct

Took forever to get a reply
from Welzorg

Had to call and after 3
months something
happenend, finally

But there was another
model scooter available in
the depot, so they chose
that one

It didn't fit. It wasn't
compatible with the
wheelchair but the advisor
left it anyway

Stage 5

Use of Product

> All sidewalks were

dangerous in the
beginning

> Handles broke of really

fast. Request for repair
was handeled in a few
weeks.

- Contact person Welzorg

agreed it wasn't how it
was suppose to go

> Someone else matched

a different model

Stage 6

Follow-up

Complaint letter
municipality and
Welzorg. Within a day
reaction

Now start and wait
again. Papers with
wishes re-uploaded.
Maybe in a month they
know more

> They mentioned a

estimated month, not a
day or week

Hope to get a cargo
bike in the near future




EMOTIONS

PROBLEMS GOAL

OPPORTUNITIES

‘I want to be able to move freely
and be independent in what | do
on a daily basis. Also for hobbies
and volunteer work’

Similarly to when the
mom did most, get
everything sorted out

Do good research

Ask around

Online examples are
shown that are not
necessarily relatable

Hard to see what
Welzorg can do.
Website is not great

Improve the website
with user persona’s for
example

Design better
onboarding
experience

‘I wasn't happy with the change to
Welzorg, because a change means
confusion and longer waiting
times. | heard nothing good about
Welzorg, so | was worried.”

>

Yy

“Finally someone arranged it!

Try to go from idea to
request

List all the wishes and
the personal story
checked by physicians

Try to see what is
coming

You can only get so
much from the
municipality

The choices are limited

Not sure what is
possible and what is
too much to ask

Show options online or
at the occupational
therapists office of
supportive aids for

specific lifestyles or ages

Improve transparancy
info exchange between
stakeholders

"Adjusting the wheelchair would
be too dangerous and not possible
with the model they had said to
me.’

“No one knew what was going
on but they did want to help.
They simply couldn't and told
me to wait” “The scooter didn't it the
wheelchair, it is too wide. It is
dangerous in traffic when you
have to hit the brakes”

P
‘00"

Try to get it sorted as

Make sure it will be as > )
good as possible

close to the requested
measurements

> Make sure it works
Easy to use, not too correctly
different from the

previous model - Make sureits

comfortable

An advisor is the expert, >
but doesn’t know

everything especially

about use

The advisor can only do
so much on the spot

If something isn't right
> should you then accept it

or let them take it back?

(then you have nothing)

It is hard to explain if you
feel something is off
about the measurement
in the moment

Have spare parts prepared
or already attached to be
prepared instead of having
to go back

Plan fit-appointments >

early on (with other

stakeholders) instead of

many fit appointments

with only an advisor , ,

> Have a easily adjustable
temporarily deployable
model ready as back-up
(save the data of the
configuration)

Have the advisor take
videos/photos and notes
to look back at

>

>

“They responded quickly and
listened, but it still isn't solved”

"It was clearly a second hand
model because it started
falling apart pretty quickly”

Test quality

Is it really what was
promised?

Does it fit my lifestyle?

There is no guarantee
that you receive
something you had
imagined

An occupational
therapist can influence
what you hope for and
what you expect

Order fit model with
occupational therapist
to know what is coming

Have the occupational
therapist be well
informed so that there
are less
misunderstandings

Y

“The last scooter lasted 10
years, this one clearly won't, |
will receive a different one as
soon as possible. They are
working on it"

Get help to come and
fix the problems

Make waiting time
shorter

Think ahead and make
sure it works better
next time

Welzorg makes
promises it can't keep

Still a lot of waiting

There is no guarantee
it will be fixed by the
next appointment

Interact more with the
customer

Also with waiting time, let
the customer know the
request is in the works

If it takes too long,
compensate their time by
giving something back/




E. Consent forms

The Manual Wheelchair Experience

This research is conducted as part of the MSc study Industrial Design Engineering at
TU Delft.

Student: Nathalja Wiersma

Contact person: N.Wiersma, nathaljawiersma@gmail.com, 0657584071

Informed consent participant

| participate in this research voluntarily.

I acknowledge that | received sufficient information and explanation about the rese-
arch and that all my questions have been answered satisfactorily. | was given suffi-
cient time to consent my participation. | can ask questions for further clarification at
any moment during the research.

| am aware that this research consists of the following activities:

1. Interview

2. Observation

| am aware that data will be collected during the research, such as notes, photos,
video and/or audio recordings. | give permission for collecting this data and for
making photos, audio and/or video recordings during the research. Data will be
processed and analysed anonymously (without your name or other identifiable infor-
mation). The data will only be accessible to the research team and their TU Delft
supervisors.

The photos, video and/or audio recordings will be used to support analysis of the
collected data. The video recordings and photos can also be used to illustrate rese-
arch findings in publications and presentations about the project.

| give permission for using photos and/or video recordings of my participation:
(select what applies for you)

| in which | am recognisable in publications and presentations about the project.
] in which | am not recognisable in publications and presentations about the
project.

] for data analysis only and not for publications and presentations about the
project.

| give permission to store the data for a maximum of 5 years after completion of this
research and using it for educational and research purposes.

| acknowledge that no financial compensation will be provided for my participation in
this research.

With my signature | acknowledge that | have read the provided information about the
research and understand the nature of my participation. | understand that | am free to
withdraw and stop participation in the research at any given time. | understand that |
am not obliged to answer questions which | prefer not to answer and | can indicate
this to the research team.

The researchers take the COVID-19 measures into account. | confirm to respect the
COVID-19 measures taken and will follow instruction about these provided by the
researchers.

| will receive a copy of this consent form.

Last name First name

/=~

] 1%

Date (dd/mm/yyyy) Signature




Participant ID:... ...

The Manual Wheelchair Experience
This research is conducted as part of the MSc study Industrial Design Engineering at TU Delft.

Student: Nathalja Wiersma

Contact person: N.Wiersma, nathaliawiersma@amail.com, 0657584071

Informed consent pa rticipant
| participate in this research voluntarily.

| ackqowledge that I received sufficient information and explanation about the research and that all my
questions havg been answered satisfactorily. | was given sufficient time to consent my participation. |
can ask questions for further clarification at any moment during the research.

I am aware that this research consists of the following activities:

1. Interview
2. Observation

| am aware that data will be collected during the research, such as notes, photos, video and/or audio
record_ings. | give permission for collecting this data and for making photos, audio and/or video
recordings during the research. Data will be processed and analysed anonymously (without your name
or other identifiable information). The data will only be accessible to the research team and their TU
Delft supervisors.

The photos, yideo and/or audio recordings will be used to support analysis of the collected data. The
video recc_)rdlngs and photos can also be used to illustrate research findings in publications and
presentations about the project.

| give permission for using photos and/or video recordings of my participation:
(select what applies for you)

M ?n which | am recognisable in publications and presentations about the project.
[l inwhich | am not recognisable in publications and presentations about the project.
[] for data analysis only and not for publications and presentations about the project.

| gAive _permission to store the data for a maximum of 5 years after completion of this research and
using it for educational and research purposes.

I acknowledge that no financial compensation will be provided for my participation in this research.

With my signature | acknowledge that | have read the provided information about the research and
undfs(stapd the nature of my participation. | understand that | am free to withdraw and stop
participation in the research at any given time. | understand that | am not obliged to answer questions
which | prefer not to answer and | can indicate this to the research team.

The researchers take the COVID-19 measures into account. | confirm to respect the COVID-19
measures taken and will follow instruction about these provided by the researchers.

| will receive a copy of this consent form.

—ya sy

Last name First name

= E— - 1

Date (dd/mml/yyyy) Signature

The Manual Wheelchair Experience
This research is conducted as part of the MSc study Industrial Design Engineering at TU Delft.

Student: Nathalja Wiersma

Contact person: N.Wiersma, nathaljawiersma@amail.com, 0657584071

Informed consent participant
| participate in this research voluntarily.

I acknowledge that | received sufficient information and explanation about the research and that all my
questions have been answered satisfactorily. | was given sufficient time to consent my participation. |
can ask questions for further clarification at any moment during the research.

| am aware that this research consists of the following activities:

1. Interview
2. Observation

| am aware that data will be collected during the research, such as notes, photos, video and/or audio
recordings. | give permission for collecting this data and for making photos, audio and/or video
recordings during the research. Data will be processed and analysed anonymously (without your name
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F. creative session Welzorg

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.
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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.

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.

Assignmentl. Warm-up

Think of a movie title for the work you do and sketch the
blockbuster movie poster (stick figures, smileys, anything goes)

Assignment 2. How do you proceed

What questions do you often ask to

What makes you the * of the department?
And why would the patient give % % % % you?

Assignment 3. 3. Then and now

What has changed in the last 5 years?

What do you think will change in the next 5 years?

Assignment 4. Frustrations... voucansayit

Welzorg (and similar meyra, medipoint, Kerstens)

00000
O OO @ & rwe Municipalities
- Q0006 Someone else,
00000~ $egeOo:"
00009 OGO
950985

Assignment 5. ThOUGNLS? se mag eeriiczijn

First impression?

What needs to be done so that this can really work/help improve the
ication of medical aid (such wheslchair for cildren?)

Assignment 5. Thoughts? part2

Can you sketch how you would like it to be in the future? Can also be in text




Opdracht 1. Even warm worden

Bedenk een film titel voor het werk wat je doet en schets de
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