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Diagnosis

Liisa has an accident and ends up
in a hospital. She is diagnosed
with paraplegia.
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Getting home

Liisa doesn’t know what to
do and doesn’t have the

energy to figure it out on '
her own. :




Meeting with social worker

Liisa has to say what services she needs

and for how many hours a week. A service

plan is drafted based on her answers.




Service plan decision

Liisa notices that she needs more help than
what her service plan provides. She is too
exhausted to figure out how to make a
complaint.




Finding information

Liisa finds more information through
various unofficial sources and learns
more about her rights and all the
available services.




Decreased autonomy

Liisa used to be spontaneous and active,
but now she is fully dependent on the
services dictated for her.
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Key problem areas

"It [special support services]
started in 2019 as a trial and now
it's obvious that the customers
really need these services.”

- Kela worker

Social workers are under-funded,
lack resources -> no time to provide
Individual support

People with disabilities need more
assistance with getting benefits &
services

Information about services is
"[During the PB pilot] there is no hard tO f|nd and UnderStand

time to go through personal
considerations with each
individual.”

- Social worker “[After getting the diagnosis], no one from

the municipality told us anything, we had
to search for information ourselves.”

- Family member of a person with severe

disability



Design drivers

Autonomy Accessibility

Increased freedom and control Make information easily discoverable
overtheir own lives for people & understandable, and application
with disability processes easier

Shared understanding Active participation in society

Improved communication and

transparency among stakeholders. Enabling people with disabilities to be

more active in society if they wish



Proposal: Autonomy through support
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Info-pack Support person




Info-pack

Problem

Information is hard to find
and understand.

Solution

The information is brought to the
users in the very beginning in
various accessible formats.




Info-pack content

National content

Info applicable to all people with
disabilities provided by THL & Kela

.................. Local content
Info provided by municipalities

Personal content
Info relevant to person’s specific
condition



Info-pack format




How it works in practice




Support person

Problem

People with disabilities need more support
with applying for benefits and services.

Social workers lack the resources to provide as
much individual support as is needed.

Solution

Everyone diagnosed with a disability
will have the right to a support person.




Support person

Trained by multiple stakeholders

Can be contacted at
any time

Helps with application ...........
process

Priority for people with
disabilities

Supports with well-
informed decisions



How it works in practice

1Ho




The impact
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person

Creative Commons CC BY 4.0 2021 Katriina Kenttémies, Naiquan Gu, Senni Alho, Ondfej Zajic, and Design for Government course at Aalto University




The impact

Municipality

Support
person

THL
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The impact

Caretaker
Municipality Social workers (omaishoitaja)
. ) Support
person

THL
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Further
recommendations

Cap the number of customers per social
worker

More centralized information channels
Unified website

"One-stop-shop” service points




Next steps

Info-pack

Ministry of Social Affairs

and Health forms a task Info-pack Specific target Regional pilot Nation-wide
content group pilot launch

force including:

L G
THL

Kela .
. : upport person
Municipality training curriculum

Disability associations
Ombudsman

Support Person




Summary

Bring readily curated information to Provide everyone with a support
the users in the very beginning person



Images sources

lllustration in slides: 23, adapted from https://dribbble.com/urancd, copyright Uran, 2019.

lllustration in slide: 20, adapted from https://dribbble.com/shots/6595242-People-going-university, copyright Jonathan
Larenas.

lllustration in slides: 3,16,21,22,28,29, adapted from https://dribbble.com/igorkozak, copyright igorkozak.

lllustration in slides: 3,16,17,28,29, adapted from https://dribbble.com/Nezkafe, copyright Nezkafe.

lllustration in slides: 5,7,8,9,10,11,12,13,16,20,23, adapted from https://www.freepik.es/vector-premium/mujer-joven-
sostiene-cartel-marca-aceptacion-levanta-mano-signo-ok_10115795.htm.

lllustration in slides: 27, adapted from https://dribbble.com/shots/6391180-Wait-What, copyright Darya Semenova.


https://dribbble.com/urancd
https://dribbble.com/shots/6595242-People-going-university
https://dribbble.com/Jonathan_Larenas
https://dribbble.com/Jonathan_Larenas
https://dribbble.com/igorkozak
https://dribbble.com/Nezkafe
https://www.freepik.es/vector-premium/mujer-joven-sostiene-cartel-marca-aceptacion-levanta-mano-signo-ok_10115795.htm
https://www.freepik.es/vector-premium/mujer-joven-sostiene-cartel-marca-aceptacion-levanta-mano-signo-ok_10115795.htm
https://www.freepik.es/vector-premium/mujer-joven-sostiene-cartel-marca-aceptacion-levanta-mano-signo-ok_10115795.htm
https://dribbble.com/patrisxa

