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Productivity development of some municipal
services during the recent years in Finland
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Sydäinfarktipotilaiden 1 vuoden kuolleisuus (%) ja sairaalahoidon 
kustannukset (€/potilas) sairaanhoitopiireittäin 1998-2001. Miehet. 
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Death rate (%) of patients of acute myocardial infarction at one year and their individual
costs (€/patient) 1998 - 2001. Male patients, corrected by age and risk.
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Archive for 
Health info (EHR)
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Health Care Competence Center
• Collaboration with emergency services

Digital picture
archive

•Doctor´s/Nurse appointments
• Laboratory result information
• Disease management
• Traveller´s health services
• Occupational absenteism mgmtElectronic services

to support health



Proposal for the 
organisation of the 
National Authority
(health care information mgmt)- Common architecture

- Best practices in 
diagnostics and care

– Customer health info 
security

NORMATIVE AUTHORITY

NATIONAL IMPLEMENTATION
AUTHORITY

State, Municipalities,Social
Insurer, Sitra

•Jointly developed long term
and short term business plans

• Financing and investments
• National guidance and competitive offers

• Management for the key projects

Nationally representative
BOARD

STM

Public and private
IMPLEMENTING PARTIES

National, Regional and Local
levels

NATIONAL

GUIDANCE



The Impact of Competence Center Services

10 %

65 %

25 %

Health advice services

Appointment services

– assessment of the need 
of care 

Calls outside office hours

Total call volume

Large part of 
the services 
provided by 
phone only

Only those who 
have a definite 
need for care 
after proper 
assessment 

will be guided 
into the system

Goal (Bearing Point 
2005):

THE KEY IS THE PROFESSIONAL ASSESSMENT AND GUIDANCE FOR CARE
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MediNeuvo Services for the Public Sector
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nurses
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Supportive
nurse

Office 
attendant
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the need of 

careLaboratory
appointments

Calls outside 
office hours

Health advice,

Service advice,

Guidance to 
services

Doctors´and nurse app.

Assessment of the 
need of dental care
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Health
maintenance,

Disease
prevention

Info on disease
- Health problems

-short term
-long term

Services for
care and rehab.

Availability
of care

Other health
services:

-pharmacies
-supplies and 

devices
-support
vehicles -Copayments

and benefits
- Patient rights

Updates:
- epidemics,

- queues
- screening

etc.
Channel to

Customer´s
own health

info

CUSTOMER

LOCAL AND REGIONAL

NATIONAL

INTERNATIONAL

National Health Portal



Diseases, symptoms, 
pharma, lab.info, 
dictionaries,

Availability of care what,when

Payments, benefits, rights

News (regional, national)

Health promotion

Indexing tool

Personal

Diagnoses

Medications

Lab. data

Automatic guidance

Other

Guidance scripts

SYNONYMS
AND

INDEXED 
CONCEPTS

Knowledge

Personal health information

EPR



The New Three Step Model

Care assistance

Nurse’s office Nurse’s office

Doctor’s office

MediNeuvo professional guide

Doctor’s office

Traditional model New model

- Each customer will be guided
immediately to the right level of 

attention or care

MediNeuvo ©

All health care related phone calls



Recommendation for Change

Private service
providers

Home care and supported
home care

Third sector

Pharmacies

Laboratory, x-rays

Contact center

Hospital ambulatory
services

Health care centers
• Appointments

Special care

Social care services

Authorities

Transport

Health care centers
• After office hours

Customer

Contact center becomes the 
professional advocate for the 
customer to help to utilize the system
seamlessly
Contact center has the full view of 
the customer and her situation
Integrated service provision without
problematic barriers
Processes can be optimized
Volume of activities and care can be
predicted
Contact center service from outside 
of the system
Contact center provides extended
services



Organisation of Health Care
Services

Open care Specialised care

Home care
Social 

health care

Competence

Centre services
Productivity
optimisation

Transparency
of cost

Follow up of Quality and 
Reporting Back To the 

System

Best seamless processes, 
customer support
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Yhtiömuotoisen toiminnan piirteitä
• Tarjottavan tuotteen selkeä määrittäminen 

- Vastuu tuotteesta ja sen edelleen kehittäminen
- Parhaat käytännöt
- Laatujärjestelmä

• Kustannusten läpinäkyvyys
• Henkilöstön kannusteet
• Toiminnan tehon mittaaminen / joustavuus
• Potentiaalinen kilpailu
• Riskin ja tuoton tasapainotus
• Omistajat ohjaavat, ei välttämättä yksityinen yritys



Building 
the successful 

Finland 
for tomorrow 
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