A new service for UWV’s clients with financial debt

The problem InterE:tion Qualities ‘ The SOlUtiOn |

UW\V's clients with financial debt feel that VFV, the internal Guided Service touchpoints The solution | designed is a service that UWV can

department responsible for managing UWV's reclaims, does offer toits clients with financial debt. With this service.
not provide enough support when they have to repay part of clients are invited to a personal meeting with VFV for
their benefit to UWV. These clients often do not feel seen and e TiCIE support, to discuss their financial situation, and to find

a sustainable solution that works for both the client
and UWV.

heard in their personal situation when speaking with employees

over the phone. Additionally, the moment when these clients
discover that they also have debt with UWYV often comes as a

great and unexpected shock to them. Personal The service consists of four touchpoints meant to
: ' guide clients through the repayment process of VFV
Design Goal In a clear, kind, and perspective offering way. The four
] = service touchpoints | designed are:
| want to design a concept service for UWV to = \ O Invitation card © Note-taking template
o . o ’ S =4l oy © Preparation checklist @ Monthly cards + stand
make clients with financial debt feel seen, heard, Jerrr o PEED

and supported by VFV during the early phases
of the reclamation process.

Service scenario

Bryan VFV
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. . . ] Bryan sees the eye-catching envelope, opens it, and reads the Bryan prepares for the service meeting with the checklist provid-
;J;NxFl:}a:e;ﬂg ,E:Iunt] taolt:iIr:juimitmac;:Legct:rgr;gp;c;misc:emn:2:; invitation. He is surprised to read that too much money was ed with the invitation. When he has a question or needs addition-
wiih VEV to discuss the matter g paid out to him, but is glad that UWV wants to explain the al help with the preparations, he calls his contact person at VFV
: situation and listen to his side of the story. or visits a UWV service point in a town nearby.
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During the meeting, the VFV employee explains what caused the re- Back home, Bryan reads back the notes that were taken by his Each month, Bryan receives a friendly card from his contact at
claim and how it can be prevented in the future. Solutions for paying friend. He knows what VFV expects of him, what agreements were UWV. The back of the card gives him a monthy update of his pay-
off the reclaim are discussed while taking into account his personal made during the meeting, and how to get in contact with his con- ments to UWV. By collecting the cards in a provided display, he
situation. Meanwhile, his friend takes notes on a provided template. tact person at VFV in case his financial situation changes. works towards his next (annual) service meeting with VFV.
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