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ZuidZorg

ZuidZorg is a public funded private organisation in the Home
Care sector.

4500 employees

Serving Elderly people, Disabled people, Child and Maternety
Care, Diet and Nutricion coaching, Meals on Wheels etc



ZuidZorg and Remote Care

Care Centre serving 14.000 customers

Experience remote care started in 2004

700 customers in the south of the Netherlands with Remote Care
1.000 minutes of Remote Care on a daily base

Recent development of Remote Care services for people with
Dementia and Informal Care-takers



Satisfaction through the eyes of the

customer:

* Quality, Reliability and Ease of Use

* Contact with Nurses at Centre

* Privacy and increase of Independency

* Have a say and consultation
 Cooperation with other care-proffesionals

* Increased Autonomy

90 %

97 %

94 %

96 %

87 %

64 %



Developing Services

The co-creation process in this project
iInvolved the target group at every stage.
The need assessment, concept
development and prototyping were all
validated with older people and their care-
givers.
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Assessment of Customer Needs

e Semi-structured
interview




Assessment of Customer Needs

* Mapping Social
Environment

* Customer Sheets



Assessment of Customer Needs

Clustering
Customer
Statements into
Insights



Assessment of Customer Needs

* Translate Insights
into opportunities
for the care
organization




Research Customer Needs
Learning experiences

The Target group talk about their selves.
They don’t act as representatives of that group.

— = A natural flow of story telling without a predefined questionnaire.
— = Retrieving data of potential Customer (Valuable!)
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Concept Development

* Develop Ideas on Coaster Cards
(Oppertunity, Idea, Story, Proof)

* Filtering Ideas(Communication,
Service, Technology)

* Relating Ideas to Oppertunities,
Insights and Concepts.



Concept Development

* Validation with the Target Group

* Co-creation with Target Group:
Developing Scenarios

 Elaborate Scenarios



Concept Development:
Learning experiences

* Starting point: Customer instead of technology.
* Target Group stays involved.

* A multidisciplinary team:
— Different Interests
— Different Ideas/Input
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Preconditions Prototyping

* Analyzing existing
Technology and
Infrastructure



Service Blueprint

* Mapping all aspects of the
selected service in a Service
Blueprint



Prototyping

Select and Produce
Experience prototypes



Prototyping

* Validating of the
Prototype with the
Elderly People at home

— Semi-structured Interview



Prototyping

* Creating Participant sheets

* Clustering Insights

* Altering Service Blueprint with
new Insights



Prototyping:

non

The process is iterative:
— The concept is being tightened.

— prototypes based upon needs, requirements and wishes of (potential)
users

* Developers undertake different roles: interviewer, designer,
consultant...

* For Short: Developing for real users with real users
* Not: designing for a stereotype.




Contact

* ZuidZorg, Sector Thuisdiensten, Tel.: +31 40 2308 574
By email: or

* Information on Design and co-creation tools:


mailto:a.van.raaij@zuidzorg.nl
mailto:g.van.glabbeek@zuidzorg.nl
http://www.stby.nl/
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