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Prologue
This report is a documentation of my final 
master project of the study Industrial design 
at the Technical University of Eindhoven, the 
Netherlands. This project started with the 
cooperation of service design agency Essense 
and network organization Garage2020, which 
both saw value in improving the waiting time 
experiences in childcare organizations.
In the semester prior to this one (my M2.1), a 
base was already set. That semester consisted 
out of formulating the problem, finding the 
right target group, and understanding the 
care system of the organizations focusing on 
complex divorce situations where children are 
involved. In my M2.2 I focused on defining the 
needs and feelings of the target group and 
how to translate this into a design that would fit 
their needs.
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Industrial Design Master 

student
Technical University of 

Eindhoven
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Summary

Why – More and more children live lives where their 
parents go through life separated (Savage, M., 2020, 
October 7). That does not always happen without a 
struggle. Experiencing a divorce process for children can 
have unpleasant consequences. It can play a role in their 
social environment, they can discontinue daily activities 
due to emotional and behavioral aspects, it can affect 
their self-esteem, and their mental health (Eymann, A. et al, 
2009)( Shaw, D.S., & Emery, R. E., 1987).

The period before getting actual professional help is a 
hard time for these children. During the waiting time, 
problems will not be solved and will maybe increase even 
more. During this period, children find it hard to understand 
the situation, cannot always pinpoint their battle patterns, 
cannot delimit the divorce situation from other situations, 
experience conflict of loyalty between their parents, 
and have troubles with expressing underlying emotions 
(Cottyn, 2013).

In the current situation, there is not much prepared 
for children during the waiting time before getting 
professional help. Therefore, this time could be seen as 
wasted time. On the other hand, there lies an opportunity 
where both connecting the waiting time to professional 
healthcare and improving the waiting time experience 
for the children can be tackled. This way, the help could 
be more efficient by advancing it, and the impact can be 
improved for the children.

How – I used an exploratory, iterative, user-centered 
approach to come to the final design of this project. Due 
to ethical reasons, I was not able to talk to the children 
in this complex situation directly. Therefore, experts from 
different kinds of childcare organizations within the south 
of the Netherlands, children outside complex divorces, and 
experienced experts were approached.
Interactive sessions were held to first define the target 
group and later to validate and test concept ideas until 
the final design was adjusted to the needs and wishes 
of the children and of the child coaches the childcare 
organizations.

What – A hybrid booklet was created that, in combination 
with an augmented reality app, can help children to start 
earlier in their journey towards getting more comfortable 
in expressing their feelings and accepting that their 
feelings are normal and good.

To measure the impact of the concept, an impact matrix 
was created, because this could not be validated with the 
children in this particular situation.

Conclusion – The booklet could provide guidance for 
multiple children in complex divorce situations, but there 
are still some assumptions left that need to be confirmed 
to know what impact can be made. Garage2020 is willing 
to develop the knowledge and current concept into 
iterations that can be implemented in several childcare 
organizations. 
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Introduction
PROBLEM DESCRIPTION
More families are tearing apart due to divorces (Savage, 
M., 2020, October 7). One-third of the marriages in the 
Netherlands end in being separated (CBS, 2020). In 2019 
there were 16228 divorces where children were involved 
(CBS, 2020a). Experiencing a complex divorce can have 
a big impact on the psychological quality of the life of 
children in this situation (Eymann, A. et al, 2009). Children 
in a complex divorce situation more often experience 
acrimony from parents between each other, which was 
found to be a significant correlate of children’s behavioral 
problems later on (Shaw, D.S., & Emery, R. E., 1987) but 
furthermore, it can play a role in their social environment, 
they can discontinue daily activities due to emotional and 
behavioral aspects, it can affect their self-esteem, mental 
health and their social behavior (Shaw, D.S., & Emery, R. E., 
1987).
Complex divorce situations mostly go with the help of the 
court (Combinatie Jeugdzorg, 2021). They decide that there 
is a need for professional help and the family cannot work 
it out for themselves. There is a lot of need for professional 
help, which causes long waiting lists. Currently, these 
waiting lists are on average six months long (Combinatie 
Jeugdzorg, 2021). Waiting can make people feel distressed 
(Sweeny, K. et al, 2016), which can also increase the 
problems that are already present.
During this period children do not know how to deal 
with their emotions and are put in a situation where 

loyalty conflicts between their parents. The majority 
of the children in this situation feel responsible for the 
situation and feel that it is them that created the problem 
(Combinatie Jeugdzorg, 2021). They are not aware that 
they are allowed to feel bad and sad sometimes, which 
results in chaos in their head. They cannot see the 
patterns of their battles in their heads, they do not fully 
understand the situation and they cannot stand up for 
their limitations within the situation (Cottyn, 2013).
Therefore, an alternative for the waiting time needed to be 
created. Waiting time can be seen as wasted time but can 
also be an opportunity to improve the experience of the 
people waiting and connect this to the professional care 
already by creating a bridge between them.

BACKGROUND
Stakeholders and their needs
This project is created by the cooperation of Service 
Design Agency Essense and network organization 
Garage2020-Brabant. The central point of the project 
was to create an opportunity to improve the waiting 
time experience in the childcare system of Combinatie 
Jeugdzorg. To extend the outreach, childcare 
organizations Sterk Huis and Koraal got involved to 
support the research.

ESSENSE
Essense is a service design agency located in Amsterdam 
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and Eindhoven, which provides different services to 
achieve customer experience excellence with their 
clients (Essense, 2020). For this, they make use of journey 
roadmaps, omnichannel design, employee engagement, 
and CX orchestration. They work from purpose to solution 
through a collaborative process, involving their clients and 
their customers. They work closely with their clients to find 
a working model that fits their needs (Essense, 2020).
Essense expected me to represent the agency by using 
their way of working. Besides that, they were interested 
in my way of working and how they could also learn new 
knowledge from me. Therefore, they had a coaching role in 
my graduation project. The results of the work of Essense 
are most of the time a variety of advices created by 
design opportunities. Besides that, some companies hire 
them to work out the advice intro solutions. Because of 
several restrictions, I decided to combine the expectations 
of Essense, the university, and Garage2020 by creating 
several deliverables. These deliverables consisted out of 
Journey Maps, Need-based Profiles, and of course the end 
result.

GARAGE2020
Garage2020 is a network of innovation workspaces, 
which enhances issues within childcare from different 
perspectives. They define and unravel existing issues and 
come with new solutions. The team consists out of people 
with several different backgrounds. This way, they try to 
create innovative concepts to improve childcare. They 
believe that they create an impact because they are not 
sticking with ideas only but make their solutions tangible 
and workable (Garage2020, 2020).
Garage2020 is looking for connections, it is a network that 
searches for opportunities. They expected me to create 

an opportunity that would fulfill the needs of people in 
a caring environment. They were interested in finding 
information and seeing where help could be given. They 
wanted a clear concept that could be developed further 
and could be realized by them with their connections with 
the care organizations and the municipality because their 
goal is to contribute to the healthcare industry and make 
an impact.

COMBINATIE JEUGDZORG
Combinatie Jeugdzorg is a childcare organization, which 
is committed to children, young people, and their families 
and which helps them with complex issues about growing 
up and parenting. Their approach is aimed at the family 
but also the family’s close relatives (Combinatiejeugdzorg, 
n.d.).
They are the head client of this project. From their 
perspective, it is very important to fulfill the needs of 
children. Before the start of this project, the connection is 
mostly made with parents, while the needs of the children 
are their highest priority. They were interested to see me 
working on research and project that would improve 
the waiting time experience, especially for children. They 
would like to see a bridge between the waiting time and 
the professional help that will be given after. So, that the 
help could be even more productive, and caregivers 
can have a better start with giving help. Furthermore, 
they notice that children are feeling responsible for 
the situation within the family and are struggling with 
their emotions. They do not feel that they may feel sad. 
Therefore, the organization is also interested in tackling 
this problem. When the reflection already starts during the 
waiting time, the professional care can start earlier and 
more effectively.
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STERK HUIS & Koraal
Sterk Huis is a childcare organization that cares for people 
with parenting questions and questions about growth 
(Sterk Huis, n.d.). Koraal helps children and their parents to 
find a solution together. They teach the child how to deal 
best with difficulties so that his/her life and that of their 
family becomes more pleasant (Koraal, n.d.).
Both are stakeholders, which expanded the knowledge 
on childcare in this project. They expected me to create 
something that would make an impact on children in 
this sector. They see the need for change in the divorce 
direction of care. They liked playing a role in this so that 
the outcome is something that fits needs for more than 
just one organization.

Child

Parent

Care Giver
Combinatie 
Jeugdzorg

St
er

k H
uisKoraal

Figure 1. Stakeholder Map Child

Figure 2. Stakeholder Map Aniek

Aniek

Combinatie 
Jeugdzorg

TUE

Essense

G
arage2020

7



TARGET GROUP
Children
Children are standing central at the childcare 
organizations. Unfortunately, currently, communication 
mostly goes by their parents instead of involving the 
children in the process. Therefore, the waiting time is even 
longer for them. By talking to experts, it became clear that 
their goal is to give children a voice in the process, children 
of each age. The target group of this project, however, 
are children between the age of eight and twelve living at 
home. This could either be at their mother’s, father’s place 
or both. It was chosen to go by this age range because 
these children struggle with emotional behavior. Looking 
at younger children, they are not yet fully aware of the 
situation. As in, they will not understand the meaning of 
professional help and what it will do for them. 
Due to ethical reasons, it was not possible to directly be in 
contact with children in this complex situation. Therefore, 
an alternative was needed to get to know the user and to 
validate. For this, Need-based profiles were created with 
the knowledge of Essense (see figure 2).

This document was a tool to get a clear understanding 
of the children as well as it was an interim deliverable for 
Essense, Garage2020 and the childcare organizations. The 
matrix was set up out of two different axes, which were 
chosen because of interviews with experts. They were 
asked what the most important behavioral similarities 
were between the children. On the vertical axes therefore, 
one can see the extremes ‘Understated’ and ‘Expressive’, 
and Resistance towards assistance and no resistance 
towards assistance on the horizontal axes.
From this, four profiles were created with support of profile 
cards which are shown on the sides of the matrix. All 

profiles show different characteristics and a description. 
These profiles are not the only characteristics that children 
within complex divorce situations have, but because of 
validating this document with child-coaches (experts) in 
the field, it became clear that this document has captured 
all profiles of the children in complex divorce situations in 
the matrix. This was therefore a good tool to understand 
the children and to validate the concepts within an 
early stage. As was stated as an interim deliverable for 
Garage2020 and other stakeholders (See appendix A 
for the process of the need-based profiles.) Later in this 
report, the profiles are used to validate concepts that 
were created. 

Parents
Because parents are responsible for their children, they 
play an important role in the experience of the children. In 
my M2.1 semester, it became clear that it is important to 
avoid communication concerning the divorce situation 
between parents and the children. This, because there 
is need for mediation within complex situations, which 
cannot be professionally given during the waiting time. 
Not stimulating the communication between them, does 
not mean that they are not connecting. Parents are 
interested in their children and want to know what they 
are doing and how they feel. Therefore, it is very important 
to point out the expectations towards the parents (and 
children) when using a concept created for the waiting 
time.
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Figure 2. Need-based Profiles
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Caregivers
Caregivers are not the main target group but do play 
a role in the process for the child after the waiting time. 
When designing a concept that creates a bridge between 
the waiting time and the professional care, the needs of 
the caregivers should be taken into consideration as well. 
These needs are in favor of the children as well because 
the organizations are focused on the children. The ‘help’ 
that is given on beforehand should fit the help that is 
given afterwards. It should therefore overlap or continue 
so that the caregivers can pick up where the waiting time 
experience ended.
The caregivers mentioned that the children should be 
made aware that is fine to feel bad about the situation, 
that they need to stand out for themselves towards 
their parents, they are allowed to feel confused about 
the situation and that they can like both parents at the 
same time. Their goal is to train a lifestyle for the children 
where they are heard, they can understand the situation 
and make them stand up for themselves so that their 
emotions are structured. Furthermore, they think it is 
interesting what the child shows in its behavior instead of 
only listening to him or her.

10



Related Work
WAITING
Whether waiting for news from a job interview, waiting 
for the dentist, waiting in line for a new roller coaster, or 
waiting for good or bad news to be told, each of it can 
be experienced as a distressing period. This period is 
often uncertain and waiting for that seems to be more 
stressful than knowing to get bad news on beforehand 
(Sweeny, K. et al, 2016). Waiting is inescapable, everyone, 
every business or organization deals with it. So how do we 
handle waiting time?

Waiting problem situations in businesses are often solved 
by distracting or rewarding their customers during this 
period. Businesses like online grocery store Picnic for 
instance are using ‘wachtverzachters’, waitingsofteners, 
to satisfy the customers while waiting (Bleekman, K., 2019). 
With the waiting-softeners, customers get gifts while they 
are waiting. The longer they need to wait, the more gifts 
they will get. Another example is a theme park, such as 
Disneyland or the Efteling, which creates entertainment 
in the forms of games and stories to keep visitors busy 
and happy during their waiting for the attractions and 
to satisfy the customers to make them come back more 
often. It triggers the visitors to already be in the story and 
it expands the experience of the rollercoaster ride that will 
approximately only take a few minutes.

WAITNG CHILDREN FOR PROFESSIONAL HELP 
Waiting on itself can be a bad experience because it 

feels like wasted time. While waiting for groceries to arrive 
or waiting in line for a rollercoaster can make you feel 
excited, waiting for professional help does not have this 
effect on people. It could make people feel worse about 
themselves or increase the problems because no action is 
yet taken.

Where distraction and rewarding can help to improve 
the waiting time for a fun event, it might also work for 
educative or help purposes like professional care. In doing 
so, the approach towards children needs to be taken very 
seriously.

IMPACT DIVORCE ON CHILDREN
There have been several types of research done on 
how divorces impact children throughout their lives. For 
instance, Sorek, Y. (2019) mentions that it has an impact 
on how children perceive their life, and parental fighting 
can influence the quality of life for them. Children can 
become resilient in a divorce situation, which is a key 
factor in a child’s ability to adapt to divorce. Furthermore, 
interparental arguing can be stressful and a salient risk 
for children within the situation (Chen, J. D. & George, 
R. A., 2005). Additionally, children have more initial 
psychological difficulties than children who are not 
experiencing their parents to separation.
In the situation of divorces, children tend to have a lot of 
different emotions, which they do not know how to deal 
with (Combinatie Jeugdzorg, 2021). Children who come out 
of a waiting period in complex divorce situations currently 
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are often introverted (Combinatie Jeugdzorg, 2021). As we 
can see from the need-based profiles (see section Target 
Group), they all have in common that the emotions are 
in the extreme. In other words, children find it difficult to 
express their emotions or when they do express them, 
these are often the extremely happy or angry emotions, so 
that the underlying emotions and why they are so angry 
or happy, do not come to the fore. For example, because 
of shame or because they are afraid that they would only 
make things worse (Combinatie Jeugdzorg, 2021) (Sterk 
Huis, 2021).

Children often switch to “survival mode” in a complex 
divorce situation. In doing so, they try to choose the best 
path, especially for their parents. They think they are 
responsible for the problem and think they should solve 
it. A loyalty conflict occurs when a child does not want to 
hurt or contradict a parent and thus caught himself in 
the crossfire (Cottyn, L. I. E. V. E. 2013). They want to live with 
both their parents, but their parents do not want to live 
with each other anymore. This can become a bigger issue 
when not handling it in an early stage. This is what child 
coaches and child advocates are trying to solve when 
the children are coming for help at their organizations. 
Their goal is to make the children strong so that they can 
talk to their parents about their needs and feelings within 
the situation. They want to make them aware that it is 
fine to feel sad about the situation and that they are not 
the cause of the problem of their parents (Combinatie 
Jeugdzorg, 2021). This way, they want to create a lifestyle 
for them where they can show how to express themselves 
instead of being just a distraction from the situation 
(Combinatie Jeugdzorg, 2021).

INTERPERSONAL CIRCUMPLEX
The Interpersonal Circumflex is a two-dimensional model 
that represents the behavior towards other people, which 
can also be used to predict the behavior of children. It can 
be used as both a companion and guide for those who 
are interested in the interpersonal domain of personality 
(Gurtman, M. B., 2009). It consists out of variables, which 
are placed in a continuous order without a beginning 
or an end. Bakan (1966) identified Agency, the individual, 
and Communion, working together, as the fundamental 
modalities of the interpersonal circumplex. One of the 
most known interpersonal circumplex cycles is the Rose 
of Leary by Timothy Leary. To get a better understanding 
of the perception of people perceiving behavior of other 
people as difficult he created this circle. His rose has two 
axes, consisted out of the relationship with others and the 
attitude towards others (Mulder, P., 2021) (See Figure 3).

The Rose is all about action and reaction. For instance, 
when someone shows signals of being offensive, another 
person will react defensive. Or when someone shows 
signals of being the follower, the other one will react on 
that by being the leader. The Rose of Leary therefore 
consists out of four elements: the above, the below, the 
opposed and the together behavior 
(Mulder, P., 2021). With these
elements, behavior of people
can beexplained, understood 
and predicted.
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Figure 3. Rose of Leary
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COMMUNICATION TOWARDS CHILDREN
Similar booklets
There are already several booklets on the market for 
children in divorce situations (see appendix B). These 
booklets are used as talking tools and mediators between 
children and parents and use:

 - Metaphors
 - Simple tasks with questions about what they like  
    about themselves and the situation
 - The option to make them imagine certain things
 - Make them identify with characters
 - Many colors
 - Explanation of strange or difficult words
 - Many visuals
 - Options to make the booklet personal for the child
 - Pages in which the child can indicate how he or  
    she feels that day and what it faces up to
 - Questions about their own experiences
 - Questions about what is the same at mother’s and  
    father’s place and what are the differences
 - Of keeping it voluntarily

However, these are not aimed at the complex divorces 
where communication in the family is sometimes hard 
due to loyalty conflicts and acrimony between parents. 
Also, these booklets are often only recommended by 
the social services once they have already started with 
professional help. This means, that during the waiting 
period there is yet no support. Furthermore, these booklets 
are often used as a mediator between parent and child, 
because it supports both to fill in the pages. In complex 
divorces, this could be a struggle because the threshold of 
them talking about the situation is already that high.
Research reports that children’s perceptions and 

understanding of situations determine how much 
resiliency they will demonstrate before, during, or after 
the traumatic situation (Chen, J. D. & George, R. A., 2005). 
Meaning, that it is important to make sure children get 
the opportunity and help in how they can perceive 
things. Apparently, when going through this process 
by themselves makes them perceive that they are the 
problem. To prevent children from being further harmed 
it is important to keep them away from interparental 
conflicts. Furthermore, children who adopt coping 
strategies, trying to determine how such things happen 
or doing something to make things better, show lower 
internalizing symptoms (Chen, J. D. & George, R. A., 2005).

CHILDREN’S INTERESTS
Sometimes adults think to know what is best for children. 
But it is sometimes forgotten that children have their view 
on the world, with their struggles and perspective on life. 
Yet it is common for designers of new technologies to ask 
parents and adults for the needs of their children instead 
of asking themselves (Druin, A., 2002). We all have been 
children ourselves, which means we have experienced 
being a child. That does not mean that we experienced 
situations in life the same way as children of today. 
Social constructivism assumes that learning new skills 
and competencies are not particularly a result from a 
direct explanation from teachers but rather the result of 
reflecting from the children themselves on their former 
experiences. Constructivism supports teachers to 
stimulate their students to use their own experience to 
learn from and put it into practice (Amineh, R. J., & Asl, H. D. 
(2015). 

In addition, young children are having a hard time to 
verbalize their thoughts, especially when it is about 
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abstract concepts and actions (Druin, A. 2002). This means 
that when they are bored with a certain task, which 
someone expects them to do, they are more willingly 
to walk away, get annoyed and start to do something 
differently. They are more open to act, even if it is in 
another way, than talk openly about it. To make them learn 
or reflect on something, one needs to make sure children 
do not get to be bored. Adjusting on their interests via their 
opinion is therefore very important.

Children are more likely to start a conversation and take 
initiative in asking questions on a topic that they are 
interested in. Let them experiment on problem solving 
motivates them to work with concentration and for a 
longer time (Carr, M., 2011). Giving them the choice to 
figure out how they want to solve problems is therefore 
interesting and important. Choices can be given through 
multiple options in answers or by finding out themselves 
what works best for them. In school, children are assessed 
by their academic skills like reading and writing, but they 
are also capable of learning from their thoughts and how 
they reflect. Metacognition, which is higher-level thinking 
and problem-solving skills, develops when children are 
encouraged to reflect, predict, question, and hypothesize 
(Epstein, A. S., 2003). Epstein (2003) also mentions that the 
development of thinking and reasoning in young children 
can be promoted by planning and reflection. Additionally, 
research in the Netherlands of Veen, Roeleveld, & 
Leseman (2000) confirmed that when children review 
their own learning activities, their behavior towards it is 
more purposeful and they perform better in intellectual 
measures. To stimulate them to reflect, it is important 
to make it a daily activity, one can ask open-ended 
questions and expand what children do and say. 

New technologies, which were in earlier days DVD’s and 
CD-ROMS, and now several applications, virtual reality 
and augmented reality, are most of the times powerful 
tools to motivate and stimulate children in learning. They 
are eager to learn from new methodologies, because it 
normally comes along as a new trend (Graafland, J. H., 
2018). Escobedo (2014) explains that using an augmented 
reality system affects student engagement and can 
support them in these daily activities.

Furthermore, there has been done research on the effect 
of a printed storybook and of an augmented reality 
storybook (Danaei, D., et al, 2020). It concluded that 
children that would read the augmented reality storybook 
had a better understanding of the story structure and 
score better in answering implicit questions.
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Approach
PRIOR KNOWLEDGE
At the start of the semester, it was already clear that 
children are the victim of the situation within divorces. 
I had already created two possible concepts through 
exploring that had good qualities to continuing forward, 
which were based on several requirements that were 
found during expert conversations and research:

Children are the central focus
Focus on children between the age of eight and 
twelve
Caregivers must not get any more workload than 
they already have
Talking about the situation between parent and child 
needs to be avoided to also avoid needing care, 
when there is none
Take into consideration that not everyone is verbally 
strong. Most of the time, children find it hard to 
explain their feelings and emotions by talking about 
it. 
Make sure no false hope is created by children and/
or parents with the concept. It can try to help things, 
but it cannot assure them that it will solve their 
problems. Make sure the expectation towards the 
child and the parents is clear and understood.
Let the children be heard.
Make the concept without obligation. Give them the 
feeling it is their own choice to work with or on it when 
they want to. Make sure it feels open and natural to 
them to work with it.

- 
-

-

-

-

-

-
-

Make it visible pleasing for the child. Make it 
attractive

From this on, a qualitative, iterative approach started on 
several design opportunities. I was working towards an 
end-result that would fit the needs of the end-users and 
where the opinions and needs of the stakeholders were 
considered as well. The goal of the project was to create 
an opportunity for children in complex divorce situations 
that would advance the care experience of receiving help 
with their feelings and emotions, by creating a bridge 
between the waiting time and the professional care.

- 

It had a better opportunity in creating a bridge 
between waiting time and professional care so that 
the start of the care could be advanced, due to the 
flexibility of how the booklet could be filled
It is stronger in the long term because it could create 
a better lifestyle for the children instead of being just 
a distraction. This, by motivating children to think 
about their thoughts and to reflect on that
It could be created in something personal, which 
feels safe
It could be made without any obligation but would 
put the choice by the children to be open to it or not

It was chosen to work further on the booklet (the two 
concepts are explained in appendix C). This because:

-

-

-

- 
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STAKEHOLDER PERSPECTIVE
To understand the role of the stakeholders in the childcare 
organizations, interviews were conducted with them. 
The result of the interviews showed that they wanted 
the children to recognize their battle patterns and that 
they were there to make them. Furthermore, they wanted 
the children to understand the situation they were in, to 
situate the situation, to delimit frustrations and to reduce 
split loyalty.

Currently they start their appointments with the children 
with a context situation sketch. They use interactive 
sessions with games or illustrations to make them explain 
their situation. Some of the children are willing and open to 
work with them, others are less open.
The main goal of the child coaches and advocates is 
to give the children more self-insurance towards the 
situation. This is also what they wanted to see in a new 
concept created for the waiting time.

FIRST ITERATIONS M2.2
To further develop these requirements into ideas, 
brainstorm techniques, like the Re-Expression method and 
making use of metaphors, were used. Different concepts 
were created, that were very lo-fi. Only small elements 
were thought of which were validated by the experts in 
co-creative sessions to see what the best qualities of the 
concepts were to develop further.
The concepts that were shown to them were: Matching 
emotions, the metaphor app, emotion bingo, the timeline 
and the storybook (see figure…). Elements that I wanted 
them to give feedback on were the use of technology, to 
what extend emotions could be mentioned and used in 
certain tasks for children and what kind of tasks would suit 
their capabilities and needs best.

NEED-BASED PROFILES
To come to this goal, it was needed to get to know the 
user. What their journey is, what their needs were and 
what their perspective on this topic is. The main question 
for this was: How do they experience the current situation 
and how would they like to see it be improved?

Because of the restricted ethical rules, it was hard to get 
in direct contact with the end-user. Therefore, alternatives 
needed to be found to get a clear understanding of 
the perspective of the user. As was shown earlier in this 
report, Need-based Profiles were made to make sure 
the characteristics and the needs were known. This 
document became an intermediate deliverable, which 
experts indicated as an interesting tool to use between 
colleagues and for the children themselves within the help 
trajectory. The purpose and use of the need-based profile 
document (shown in the section Target group), depends 
on how it is visualized. The way it is presented in this report 
is how I used it to empathize with the children. Using this to 
communicate with children, the document needs some 
slight changes to make sure the children want to identify 
with the profiles. At this moment, a child will probably not 
voluntarily indicate himself as a stubborn monkey. 

Comparing it to the Rose of Leary, the profiles show 
similarities with the elements above, below, opposed, and 
together behavior. Stubborn Monkey: Opposed behavior, 
Shy Deer: Below behavior, Happy Bee: Together behavior, 
Silent Mouse: Above behavior. Therefore, the Rose could 
be used to predict the behavior of the different children 
on the concepts that are created. The concept, therefore, 
needs to show signals of a leading following role of which 
the children automatically will find themselves taking the 
lead.

16



freedom to choose if they want to work with the ideas or 
not.

CHILDREN’S INTERESTS
As was explained in the related work section, a child that 
gets bored will not continue the task that is asked of him. 
The tasks and/or the looks should attract them in some 
way of their interest. Therefore, some more desk research 
on what the interests are for children in the age category 
and as a short interview with a teacher on an elementary 
school was done to find out the interests of children of the 
age between eight and twelve. From this, it became clear 
that:

Results
The feedback and recommendations that came out of the 
sessions were:

Technology is very interesting for children, they really 
like apps
It is important to make it as visual as possible
Make it approachable for the children, it needs to be 
something that will directly attract them
Give them multiple options to work with
Make sure it is a possible tool for help, but not 
obligatory for the children
Be clear in expectations towards children and 
parents
Make sure to let it come back in their thoughts 
towards the professional care
Do not let the write down a lot, they are stronger with 
visuals
Make a start for the professional help, so the process 
gets advanced more productive
Make sure you think about the difference in waiting 
time for each child
Do not try to directly ask about their emotions, 
children do not know how to answer these questions. 
Use a tool or examples to indicate their emotions

-

-
-

-
-

-

-

-

-

-

-

From the sessions, it became clear that smartphones are 
popular among children between the age between eight 
and twelve. They like to work with apps and to see how it 
works. Furthermore, the concept should be approachable, 
which were the smaller tasks of matching emotions or 
taking pictures of their life. On the other hand, the activity 
where they needed to write down whole stories would be 
too complicated. Nevertheless, there are always different 
children with different interests, which means that should 
be multiple options to work with. Also, they need to get the 

Children of this age like to explore. They are looking 
for answers and interested in what is going on 
around them. Why are things the way they are? At 
this age, there are a lot of children saying that they 
want to become scientists later when they are older.
Social media becomes more interesting. They are 
growing up, feel more and more responsible for their 
things, and will therefore also want to have things 
for their own. Again, the exploring comes along with 
this as well. Social media is new, one can share with 
family but more importantly with friends and to 
make new friends.
Saving and collecting are another interest of children 
at this age. 
It is also the age where they start to want privacy 
from their parents. Their own life plays a great role. 
They start to have closed diaries, locking themselves 
up in their room, etc.
Technology like smartphones, apps, augmented 
reality, online games, and other gadgets with 
screens

-

-

-

-

-
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Lastly, they are attracted by movies, stories, TV programs 
where children play the lead role. It makes it recognizable 
and reliable. They can identify with the characters and 
therefore understand them better and will listen to them 
more often.

TECHNOLOGY AND CHILDREN
Because technology is a big part of children’s life 
nowadays due to working with it for educational but also 
entertainment purposes, it was decided to dive deeper 
into the possibilities of including technology in a context 
like this. Several ways to use technology for children were 
by using an app, which they are already known with, 
making use of a smartwatch, using augmented reality, 
virtual reality, or light devices. 
Because apps are already used a lot by young children, 
it was accessible for them. Furthermore, because of 
the Pokémon Go app and several types of research on 
storybooks with augmented reality, it was clear that 
children are interested and attracted to this kind of 
technology. Furthermore, as was explained in the Related 
Work section, children will understand the coherent 
story better and can answer questions in a better way. 
Therefore, the opportunity arises to make them reflect 
easier on certain topics.

18



Concept Creation
Because not all children know prior to the professional 
care that they will receive help, the waiting time for them 
for the created concept is defined as the time during a 
divorce situation where the parents are aware of being on 
the waiting time list for professional help. During this time, 
the child perceives the impact of the situation, but often 
does not know that the family is on the waiting list.
Using al the requirements and information that was 
gained, a hybrid booklet was created. This booklet 
consists out of a printed version of a storybook with tasks 
and questions for the reader and a matching app that 
voluntarily can be used while reading. This booklet can be 
given to the parents when receiving their already existing 
information package of the childcare organization when 
registering for help. It is the role of the parents to pass the 
booklet through to their children. When having more than 
one child, there can be asked for another booklet at the 
organization.

THE BOOKLET
The booklet is a storybook with Tom the pirate as the main 
character. He has the same age as the target group, 
which creates the opportunity for them to identify with 
him. Tom explains his life with two divorced pirate parents 
in a storytelling way and asks for the opinion from the 
reader. Also, he explains how he copes up with certain 
difficulties and suggests several tasks for the reader to do.
Assuming that the main character is a person, Tom the 
pirate, the Interpersonal Circumflex can be used to see 
how the children’s behavior will react to it. Tom is open to 

cooperate and has an open attitude towards the reader, 
which will cause the reader to adapt to it. 

The booklet starts with a preface that contains an 
explanation towards the parents and the children. 
Expectations to both are discussed and what could be 
the role of the parents within this concept. Because the 
parents are responsible for the children and because 
they show a lot of interest in them, it is important to set 
boundaries and to prevent children for not filling in the 
booklet because they are scared that their parents will 
read what they created. 

Furthermore, the set-up of the booklet consists out of a 
repeated layout. Each paragraph starts with a small story 
part matched to an illustration page. After that, a blank 
page is shown with questions or tasks, which the reader 
can use for the activities.

The questions are matched to the story part. An example 
is that Tom explains that it he feels sometimes conflicted 
between his parents. That he wants to please them both 
but is not always able to. The matched question asks the 
reader if he or she can relate to this and in what kind of 
situations he or she has experienced this before.

The blank page, besides the questions, can always be 
used in several ways. This way, how it is fulfilled is the 
choice of the child reading the booklet. This can either be 
by writing it down, by drawing, cut and paste pictures and 
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illustrations or other creative ideas. 

The booklet represents the life of a child in a complex 
divorce situation and tries to make reader reflect on their 
own life. It makes them aware of having certain emotions 
is a good thing and that for instance a loyalty conflict 
is a natural reaction on what is happening in their lives. 
The booklet makes them more confident by knowing that 
there are others out there facing the same problems as 
they are. 

Furthermore, it is a bridge between the waiting time and 
the professional care, because it can be used as a talking 
tool during the care sessions, if the child gives its consent. 
If not, then the booklet will only be a tool for guiding them 
through the waiting time, which can already have a 
positive effect on the professional help later on.

THE APP
The app is a voluntarily addition to the booklet, which 
makes it come alive and creates another level of 
experience. The app makes use of an augmented reality 
function that is activated when the camera of the app 
is opened. The illustrations of the booklet come alive in 
3D, which will trigger more stimuli for the children, which 
means that the interaction with the story increases. 
Children will therefore understand the asked questions 
better and find it easier to give answers to it.
As was explained earlier, the app is an addition that could 

be used, but is not necessary to be used. The booklet can 
function on its own, but the app can make the children 
more motivated when they show interest in smartphones, 
apps, videos and technology.
A downside of the app is that the reader should own a 
smartphone of tablet of its own. If this is not the case, the 
parents will have a different role than for the children who 
do have their smartphone or tablet. The parents will have 
a closer look at what the children are going through with 
the app.

Figure 4. Part of the Booklet
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Figure 5. App Wire FRame
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ANALYSIS
After the hybrid booklet with Tom the pirate was created 
there were still some things uncertain:

If the form (the text, the visuals, the storyline etc.) of 
the concept would attract the children and if they 
could interact with it individually

If the content of the questions and tasks were 
suitable for children to perform and if the concept 
created the impacted that was needed to advance 
the care.

For which children in the profiles the concept would 
work

1.

2.

3.

To validate these questions several interviews and 
creative sessions were held with experts. (The whole set-
up and the elaboration of the interviews can be found in 
Appendix D.)

Two girls, not in the situation of complex divorces, 
of the age of nine and eleven, were asked to 
interact with a mockup version of the booklet and 
the app to see if they would like how it was set up. 
They were asked to play with it on their own, while 
I was observing them from a distance. The divorce 
questions were omitted, but there were asked 
questions about the interaction and what they liked 
and did not like about it. 

1.

A test version printed booklet with the questions and 
tasks was given to two child coaches and a child 
advocate. The first two tried to test it with children in 
their organizations to see how they would react on it. 
They were asked to mostly focus on how the children 
would make the tasks and questions individually and 
how their behavior would change over the time that 
they were using the booklet. The child advocate was 
asked to imagine how the concept would be used by 
the children and how they would react on it.
Furthermore, five experienced experts were asked if 
this booklet would have helped them in the period, 
they went through a divorce situation and if it would 
have made an impact for them.

An analysis was made where the concept was 
compared to each profile of the Need-based 
profiles (see Appendix E) and discussed with a child 
advocate to validate the results.

2.

3.
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RESULTS OF INTERVIEWS

 1
The concept was interesting for the two girls. They got 
enthusiastic about reading the story and liked that the 
main character had their own age. The text was not 
too long or too big and it was good to read for them. 
Furthermore, they could not wait to use the app and to 
see how it was connected to the booklet. Both had a 
smartphone on their own and knew how to download an 
app. They explained that most children they know, already 
own a smartphone.
They indicated that they would like to go through the 
booklet in no specific order. They would not want to go 
by it step for step, but first liked to read the whole story 
for instance. Furthermore, they said that the theme with 
pirates could be used for boys and girls but was maybe 
somewhat childish for them. Nevertheless, they liked the 
fact that there was a character of their own age and 
that for some children of their age it was good to use the 
pirate.
They liked the augmented reality function and they would 
have loved to see more of that. On the other hand, for the 
nine-year-old girl, it was not directly clear how to use the 
augmented reality function with the booklet yet. They also 
mentioned that it would be interesting to create a sort of 
game function with the AR or that they could collect coins 
from the treasure chest throughout the booklet.
Lastly, they liked that it was personal, that they could make 
it their own and fill in the answers of the questions and 
tasks how they liked it.

23



 2
Experienced Experts
All the experts agreed on the fact that it could have 
helped them in their own divorce situation when they were 
younger. In general, the thing that took their interest most 
was the big picture. The combination of the booklet and 
the app with augmented reality made them realize that 
children would be motivated in a good way.
A few of them explained that they experienced the 
situation on their own, even though they had brothers of 
sisters. They said that for children of this age, it is normal to 
shield from the people around. Because of Tom, they have 
a person to identify with and someone to show what other 
ways there are to deal with their struggles and to let them 
know that it is fine to feel how they feel. 
Furthermore, they indicated that it would be better to 
not end the booklet abruptly, certainly not when the 
waiting time is not yet over when the booklet has ended. 
They explained that it would be good to give the children 
something to hold on to, to think about it in certain 
moments and to use the booklet again when there is a 
need for it. This way, they keep on reflecting as well.

Childcoaches
Creating a personal treasure chest caught on with the 
children. Furthermore, if the children are able to write, 
a booklet like this would be attractive to them. With this 
concept it is already important that the children are 
aware of the situation and being stimulated and triggered 
to work on it. Making them aware or think about it, can 
already be a good start for the upcoming professional 
care. The booklet has a low threshold, is easy to work with 

and a helping hand in expressing and giving name to their 
emotions.
To end the booklet, it would be interesting to suggest them 
to keep on using the self-made treasure chest. This can 
be implemented on the end of the booklet, but also as a 
push-notification in the app, when being used. 

Child Advocate
She thinks the concept would have a positive outcome 
for the children using it, also when looking at the different 
profiles that were created, whether or not for each profile 
the same impact. She explained that it is an opportunity 
for them to express their thoughts and emotions prior to 
the professional care. To show them that they are thought 
of, will create a feeling of trust and comfort.
For her, this is a total new concept, because they currently 
have nothing to offer during the waiting time for children. 
She mentioned that the booklet is a good opportunity to 
offer something to them voluntarily, and she would be 
happy to use it. Furthermore, it ties in well with current 
counseling because of the content that comes up, such 
as what is a safe place for them and whether they have 
someone they can turn to.
Furthermore, she explained that the illustrations of the 
father pirate showed a negative side because of the 
darker colors and the mimic of the father. To prevent 
children form thinking the dad is a bad person, the mother 
and father should be illustrated equally in happy colors 
and emotions.
A downside that she mentioned was that the home 
environment can have a big impact on how the booklet 
is perceived and used. When one of the parents is not 
enthusiastic about it, they might not be willing to give the 
children the booklet for instance.
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Final Remarks Concept

With the results of the creative sessions a few final 
remarks were made to the concept. A few additions to the 
preface were added. The fact that the booklet was only for 
the children and it is their choice how to use, make or work 
with it needed to be highlighter better. Furthermore, the 
explanation that it can be used with and without the app 
needed to be added, with the extended explanation that if 
they do not have a smartphone or tablet of their own, that 
they could ask for their parent’s, but that this also means 
that their input will be on their smartphones as well.
The end needed to be less abrupt. Therefore, an extra 
page was added with a stimulating conclusion that the 
created treasure chest could still be used after the booklet 
is finished. Also, the addition to the app is to send pus-
notifications after finishing all tasks weekly to remind them 
of the treasure chest and the exercises in the booklet.
Furthermore, a visual was added to the booklet 
underneath the story text, to explain the use of the 
augmented reality app. This way, children can see how the 
app can be used.
Lastly, the picture of the father and his boat were replaced 
by a more clearly smiling person and a boat that was less 
dark than the one before. This needed to prevent children 
from having prejudices towards their fathers because of 
the booklet. (A link for the PDF version of the booklet can be 
found in Appendix G)

Figure 6. Booklet
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Figure 7. Booklet Second Part
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Discussion
USER PERSPECTIVE
During this FMP project it was hard to get in direct contact 
with the user in context but due to alternatives, it became 
clear what the perspective of the children was and 
what their needs and bottlenecks were. Nevertheless, it 
is still questionable if the correct view of these children 
is illustrated, because there was never the opportunity 
to directly ask, observe or interact with the children of a 
complex divorce situation.

Instead there was made use of, amongst others, the 
need-based profiles. This document came out to be very 
helpful in the direction of youth care. Multiple experts 
were enthusiastic about illustrating profiles that include 
all personalities of children in this situation. Therefore, 
this document could also be used for several purposes. A 
hand full of experts have already been asking if they could 
use it for their own work with children, with colleagues and 
for the communication between caregiver and parents. 
For this, the document needs to be slightly adjusted for the 
right purposes.

It is also questionable if there would have been another 
conclusion to the interest of the children of this age, when 
an earlier direct contact was made with this age category. 
Because there were no children of the category in my 
direct environment, I was not aware of their interests 
nowadays and what they would find attractive. It would 
have been an option to make an appointment with 

children who were not in a divorce situation earlier, but 
due to the ethical reasons, it was chosen to search on the 
internet and ask experts first.

LIMITATIONS OF CONCEPT
It was already discussed earlier in this report, but not 
all children between the age of eight and twelve are in 
possession of their own smartphone of tablet. Although, 
this number is increasing, there are still children who don’t 
have that for themselves. The assumption was made 
that this will not truly influence the impact of the concept, 
but also that is questionable. As was said, children are 
interested in technology, apps and smartphones and 
there is a chance that the children will ask for their 
parent’s tablet or smartphone even though they are not 
aware of the consequences in the reflecting process. 
Unfortunately, this could not have been tested with the 
families in divorce situations. On the other hand, each 
family and its members are different, which makes this 
an uncertain topic either way. It therefore is clear to say 
that the concept will not work for each child in each family 
even though the profiles and the research show that it 
could create impact for them. To see if the concept would 
work for most of the children, childcare organizations need 
to test this concept within the families.

The role of the parents and home environment can make 
children not working with the booklet. Either because the 
parents are not willing to give it to the children, because 
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they think it will cost them a lot of time or because they 
think it is stupid and for which the child might also think it 
is stupid. Therefore, not all children will use the concept as 
it is meant to be. Nevertheless, it is still an opportunity for 
them to make their own choice of working with it or not. 
Only this, can already give them a positive or better feeling 
that someone has thought of them.

Furthermore, the final concept is an ideal creation of what 
would be good for children in this situation. Of course, 
it is not the only concept that would work. Working with 
Augmented reality is interesting for the children and 
can make them motivate to work further on the given 
questions and activities. This does not mean that other 
ideas will not work. There will always be certain domains 
not discovered, which could even work better or in a 
different way so that other children are more attracted to 
it than others. Therefore, I suggest that when developing 
this concept further, it should be an iterative process 
along the way.

To see what assumptions still need to be confirmed, an 
impact matrix (see figure 8) was made. The horizontal axis 
shows the impact that can be made, while the vertical 
axis shows how certain that is. The green post-its show 
which assumptions are already confirmed, the yellow 
ones are partly confirmed and the white ones, still need 
to be confirmed. From the main goal it was supposed 
let children express their thought and emotions during 
the waiting time so that the start of the care could be 
advanced, and problems would not increase. As can be 
seen in the matrix, this specific point is not yet validated 
due to not testing it directly in the field. What is validated 
is that the concept is assessable for all children, the 

Figure 8. Riskiest Assumption Canvas
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augmented reality attracts and motivates children to work 
with the tasks and questions, that the concept creates 
a bridge between the waiting time and the professional 
care and that the children are identifying themselves with 
the main character.

To validate the impact on the long term, future tests need 
to be conducted with children within the field. Several 
organizations have already mentioned that they are open 
to further exploration with this idea and concept. Currently, 
there are few to no alternatives in the waiting time for 
children in complex divorces. But, the awareness of the 
problem is increasing among different organizations.

FUTURE
Because the pirate theme was mentioned to be 
somewhat childish for certain children, it would be 
possible to create booklets with different themes. All 
of them would have a fictive character but some of 
them can have characteristics of older children. Like for 
instance, a detective theme or a social media theme 
where children are doing activities and tasks more of their 
age and nowadays interests. 

Furthermore, additions could be made to the current 
concept to increase the experience even more. It was 
mentioned by the children who tested it that it would be 
interesting to add a game function to the AR or to collect 
coins in the app.

It is also still questionable how long the booklet needs 
to be and how many tasks and questions need to be 
added. Several suggestions for new ideas were made. For 
instance, to ask them what their ship crew looks like and 

who would they take on their boat. This could be a good 
question to add to get a context sketch of the situation of 
the child for the caregivers. Because this shifted the focus 
from the children towards the caregivers, it was chosen to 
now yet implement this in the current concept.
During this project. I have been working with Garage2020. 
They are interested in the development of improving the 
waiting time experience for children in childcare. They 
are open to further develop from the knowledge this 
project has gathered. There is a chance that it may not 
be feasible for Garage2020 to realize the created concept 
in this form. For that reason, it would also be possible to 
develop the booklet without the app and AR function. As is 
mentioned before, it is possible to use the booklet without 
the app and create an impact for the children. On the 
other hand, there would be a greater chance that children 
are less motivated to read everything and make all the 
tasks and questions. This needs to be further developed 
and tested.

Furthermore, the core idea of the concept could be 
interesting for more directions than just the childcare 
sector. Learning through augmented reality and booklets 
could be interesting for schools, care farms, special 
education, and museums for children as well. This could 
be another opportunity for Garage2020, would they be 
interested.
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Conclusion
Garage2020 is interested in improving the waiting time 
experience. Multiple other organizations are seeing the 
severity of the increasing problem around waiting time. 
Therefore, they want to develop the knowledge that was 
gained during this project into a final concept that can 
be implemented in the system. There is a possibility that 
it will not be the exact concept as to how it is currently 
illustrated in this report, since it needs more development 
before it gets implemented. New knowledge can lead to 
better specifications of the hybrid booklet, which can later 
be scaled up to other fields of implementation.
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APPENDIX A: Process Need-based Profiles
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APPENDIX B: Booklets that are already on the market
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APPENDIX C: The two different concepts from the end of M2.1

THE JOURNAL
This journal is meant for the child as a tool to 
document their feelings and thoughts. This way, 
children will find some rest in their heads. It can 
also be used as a reflection tool later on when 
professional help is given or when they want to 
look back for themselves. Parents can get this 
journal on request from the website of Combinatie 
Jeugdzorg or they will send it to them at the 
moment they ask for help within the organisation.

THE STUDENT BUDDY APP
A student buddy, which can be seen as a big 
brother or sister and can talk with the children 
when they need it. They can ask questions, for 
advice or they can contact them to just talk to 
somebody. Students could apply for this as a 
project or voluntarily. It will mostly be students 
who will study psychology or in the field or social 
workers. Students will not give professional help 
yet, because they are not trained to to so.
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APPENDIX D: Interview set-ups and creative sessions
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APPENDIX E: Concept vs. NBP
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