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Design of information sources 
to identify and resolve 
financial distress in Latvia
Co-creation workshop summary
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Purpose of 

workshops
Develop solutions for communication about identifying and 

solving financial difficulties for three target groups - small 

and medium-sized enterprises (SMEs), entrepreneurs and 

consumers.

During workshops we will answer the following questions:

• What content is essential to convey to SMEs, entrepreneurs 

and consumers?

• Which communication channels would be most appropriate?

• How to ensure implementation of the solutions?



PwC

Workshop timeline and participants

Represented institution/organisation
Workshop

1st

SME 

workshop

1st

Entrepreneur 

workshop

1st

Consumer 

workshop

2nd

SME 

workshop

2nd

Entrepreneur 

workshop

2nd

Consumer 

workshop

Date 23 May 26 May 30 May 6 June 15 July 1 July

M
in

is
tr

ie
s

The Ministry of Economics 1 2 1

The Ministry of Environmental Protection and Regional Development 1

The Ministry of Finance 1 1 1 1

The Ministry of Justice 1 1 1 1 1 1

The Ministry of Welfare 1 1

S
u
b
o
rd

in
a
te

 

in
s
ti
tu

ti
o
n
s

The Insolvency Control Service 1 1 1 1 1 1

The State Revenue Service 2 1 1 2 2 2

The State Employment Agency 1 1 1 1 1

The Consumer Rights Protection Centre 2 2

The Latvian Investment and Development Agency 1

The Court Administration 1 1 1 1 1

* The Bank of Latvia 1 1

N
G

O
’s

The Financial Industry Association / banks 1 1 1

The Latvian Association of Insolvency Administrators 1

The Latvian Association of Local and Regional Governments 1 1

The Latvian Chamber of Commerce and Industry 1

Employers’ Confederation of Latvia 1 1 1 1

T
a
rg

e
t 

g
ro

u
p
s Consumers 4 4

Entrepreneurs 4 3

SMEs 7 8

PwC 7 7 7 8 5 5

Total 23 18 23 28 16 22

* Derived public entity
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When? What?

13.00 – 13.15 Introduction and greetings

13.15 – 13.45
Presentation and discussion

What are SMEs / entrepreneurs / consumers like in Latvia?

13.45 – 14.15
Presentation and discussion

What trends in information acquisition habits and needs does PwC's research show?

14.15  – 15.00
Group work

Defining the pain points of SMEs / Entrepreneurs / Consumers

15.00 – 15.15 Coffee break

15.15 – 17.00

Group work

Ideation to improve the experience for SMEs / Entrepreneurs / Consumers

• Channels (digital and non-digital)

• Content

17.00 The end

Agenda of the first workshop

4
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When? What?

09.00 – 09.15 Introduction and review of what was done previous time

09.15 – 09:45 Selecting the best ideas for prototyping

09.45 – 10.00
Presentation

What is prototyping and what does a good prototype look like?

10.00 – 11.00 Prototyping of ideas: part 1

11.00 – 11.15 Coffee break

11.15 – 12.15 Prototyping of ideas: part 2

12.15 – 13.00 Presentation of prototypes

13.00 The end

Agenda of the second workshop

5



The identified

"pain points"
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SME, entrepreneur and consumer "pain points" when in 
financial distress (1/2)

7

Searching for solutions1 Searching for information 2

– SMEs          – Entrepreneurs          – Consumers

No road map 

on how to deal 

with problem

Don’t have 

time to solve / 

search

Lack of 

practical skills

Inability to 

assess risks, 

not aware of 

consequences

Don’t know if it 

can be solved

Don’t know if it 

is worth 

dealing with…

Don’t know 

what the 

possible 

solutions are

Lack of 

information 

about problem 

solving

Unaware of my 

situation

Don’t know 

how to 

evaluate 

spending and 

income

Don’t know 

where and 

what help to 

look for

Don’t know 

what to 

prioritise

Lack of 

financial / 

entrepreneurial 

skills

Fragmented 

information

Language 

barrier

Lack of digital 

skills

Too general or 

specific 

information

Lack of 

detailed 

information

Bad user 

interface 

design

Difficult to 

identify the 

problem 

on my own

Outdated, 

misleading 

information

Too much 

information

Don’t know 

where to begin 

and where to 

look

Don’t know 

what I don’t 

know
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Psychological aspects in a difficult situation3 Existing cooperation with institutions and organizations4

– SMEs          – Entrepreneurs          – Consumers

Fear Want to hide

"Ostrich 

effect"

Making bad 

decisions

Desire for 

anonymity

Doubts about 

interest

DepressionInsecurity
Unaware of the 

problem

Stubbornness, 

inflexibility

DistrustLoneliness HesitationHopelesness

"Smart" words 

and terms that 

are not 

understandable

Doesn’t go into 

situation

Quality of 

consultations 

to solve the 

problem

The speed of 

information 

retrieval is too 

slow

Don't listen 

to me

Looks narrowly 

within the law

Contradictory 

answers & 

interpretations

Ping-pong 

and silent 

telephones

Limited 

availability of 

specialists

Lack of free 

consultation

Consultants 

are not 

approachable

Blame during 

consultations

Shame Stress

SME, entrepreneur and consumer "pain points" when in 
financial distress (2/2)



Prototypes of 

solutions developed

in the workshops
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SME workshop

Single unified website

10

Entrepreneur workshop
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Road map for personalized support in financial distress

11

Consumer workshop



PwC

Counselling system

12

Entrepreneur workshopSME workshop Consumer workshop
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Informative campaign/experience stories

13

Entrepreneur workshop Consumer workshop
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Annex to the credit agreement

14

Entrepreneur workshop
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Mobile application for identifying financial difficulties

15

SME workshop
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State Revenue Service’s Electronic Declaration System v2.0

16

SME workshop



Meeting minutes / key

takeaways
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First stage of workshops for SMEs, entrepreneurs, and 
consumers

18

1. Defining the pain points of SMEs / 

Entrepreneurs / Consumers

2. Ideation to improve the experience 

for SMEs / Entrepreneurs / 

Consumers

• Channels (digital and non-digital)

• Content

Topics1 Minutes / key takeaways2

• All target groups indicate overlapping pain points 

with other target groups in regards to searching for 

solutions and information, psychological aspects, and 

cooperation with institutions and organisations when in 

financial distress e.g. fragmented information, usage of 

difficult to understand words and terms in 

communication (see slides 7 and 8)

• All target groups came up with ideas to alleviate 

the pain points, which were developed in multiple 

iterations building upon the previous work and adding 

target group-specific elements (see slides 10 to 16)

• Target groups supplemented and clustered ideas 

(e.g. various interactive tools for assessment of the 

financial situation, information platforms, 

consultation topics, informative activities), voting 

on the most effective ideas to identify and resolve 

various aspects of financial distress, which were 

further summarised by PwC into 3 main directions -

unified information source, personalised consultations, 

and communication activities
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Second stage of workshops for SMEs, entrepreneurs, and 
consumers

19

1. Selecting the best ideas for 

prototyping

2. Prototyping of ideas for solutions 

to identify and resolve financial 

distress for SMEs / Entrepreneurs / 

Consumers

Topics1 Minutes / key takeaways2

• All target groups validated directions of the 

possible solutions agreed upon in the previous 

workshops – unified information source, personalised 

consultations, and communication activities, which 

were inspired from first stage of workshops

• Participants developed prototypes of high to 

medium-level detail for a unified website and 

roadmap (see slides 10 and 11), consultations (slide 

12), and communication campaign (slide 13) based on 

the accepted solution directions

• Prototypes for solutions were developed in 

multiple iterations, each target group improving 

previous versions and adding target group-specific 

elements: 

• supplementing base of content (e.g. experience 

stories of entrepreneurs for communication 

campaign, information for at-risk groups like people 

with disabilities – information on welfare available 

on the website)

• improving comprehensibility and applicability to all 

three target groups and their segments (e.g. usage 

of plain language, explanation of terms)



Feedback from the 

workshop participants



PwC

Feedback about the workshop organisation

21

On a scale on 1 to 5, 75% of workshop participants rated the workshop 

with 5 points, 23% of workshop participants rated the workshop 

with 4 points  

85% of workshop participants fully agree that the workshop corresponded 

to the applied topic

84% of workshop participants fully agree that they were provided 

with sufficient information to complete the workshop tasks

82% of workshop participants fully agree that the workshop facilitator 

and experts encouraged participants for a discussion

Thank you, very 

valuable
Good luck!

It was interesting, 

useful

Thank you very 

much! This must 

be continue

Wonderful event, 
energetic, 

rechargeable and 
with added value

It’s a pity that 

public sector 

employees don’t 

know what it 

means to work in 

private sector



pwc.rs

Many thanks to all the workshop participants!


