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TERMIEN VIIDAKKO - YHDENLAISET

"MAASTOMERKIT” VOISIVAT OLLA...?
ASIAKKUUDENHALLINTA (~CRM) TOIMINNANOHJAUS (“WTF?)

¢ Kokonaisvaltainen nakyvyys ¢ Kokonaisvaltaisen palveluketjun * Yksittaisen toimipisteen / laitoksen /
asiakkaan oleellisimpiin tietoinen hallinta yksittdaisen hoitoketjun tai hoitoketjun tai sen osan sisalla

e Nakyvyys asiakkaan kaynnissa oleviin moniongelmaisen sosiaali- ja tapahtuvan resurssien
prosesseihin (~palveluketjut) ja terveydenhuollon kokonaisvaltaisen kohdentamisen ja optimoinnin
niiden tilaan asiakkaan kaikkien hoito- ja kokonaisuus

« Niikyvyys asiakkaan suunnitelmiin osapalveluketjujen osalta. e Esimerkiksi lonkkaleikkauksen
(holistinen suunnitelma on e Toiminnanohjaus hallinnoin ylatasolla jarjestaminen sairaalan sisalla niin,
yhdistelma asiakkaan palveluketjun kaikkia sote palveluita, jotka etta asiakas, leikkaustiimi, valineiden
tapahtumia ja niihin kiinnittyvia kiinnittyvat asiakkaan hallinta, tilojen ja sankyjen hallinta
kirjauksia) palvelupolkuun. Prosessiin on optimaalista

e Yhdenmukainen HTA ja PTA ja ndiden kiinnittyvat palvelut luovat

dynaamisen hoitosuunnitelman, joka
ei ole proosaa vaan varattuja
palveluita

e Esimerkiksi ikdihmisen
lonkkaleikkaus, esh kuntoutuksen,
kuntoutussairaalan,
kotikuntoutuksen, kotihoidon, kodin
muutostoiden jne. kokonaisuudessa.

kytkeytyminen prosesseihin.

e Mahdollisuus kdynnistaa asiakkaalle
uusia palveluketjuja

e Kiinnepiste algoritmien ja keinoalyn
kaynnistaminen heratteille



SUPPORTING THE COPING AT HOME IS NOT EASY
TASK - IT'S ABOUT MANAGING THE WHOLE

ECOSYSTEM

Public, 3rd sector and
private nursing, care takin
and rehabilitation services

Contact
center




COST BY AGE - WE MUST PUSH THE AGE BASED

COST FURTHER IN THE YEARS OF OUR
CUSTOMERS LIFE
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interventions and overall prevention o
am €
B
= g
T EME =
E 1 DDU_E
= e
4M £ <
500
2M £
oM £

I3



116117

General emergency
number

ed estimation

healthcare)
ifig and steering

and gui

( )
Caosfsults doctor, book an
appointment
\, J

Alarms needed unit of Eksote
in scale (first-aid, 1-person
unit, home care, social care

Not healthcare
professionals

Alarms first-aid unit or 1-
person mobile unit to

etc. to target

COORDINATOR
[ Supports Eksote’s ]
professionals
e )
Consults doctor, books an
appointment

J
Alarms needed unit of
Eksote in scale (first-aid, 1-
person unit, home care,
social care etc. to target

S J

Co-ordinates first-aid
resources and tasks

KODA-SUPPORT CENTER

Remote control and
deviation management

phong

8/16
HEALTH CENTRES CALL
CENTER

Now 5 different call center
numbers in county, in the
future maybe 1 call center
number?

Service (care) need estimation
and guiding and steering

Book an
appointment

DENTAL CARE CALL CENTER

Now and also in future 1 call
center number in county for
service need estimation and
an appointment booking

REMOTE
CONTROL

WHAT ELSE IS THE PROB

AND WHAT IS THE SOLU

Eksote’s contact center

8/16
DIRECT
NUMBERS TO UNITS

Mental services call center

Children and juveniles services
call center

Elderly people services call
center

Child health services call center

Laboratory services call center

Polyclinic services call center

Physiotherapy services call
center

Adult services call center

DIRECT
NUMBERS TO
PROFESSIONALS

Personal nurse

Personal social worker

By eService

24/7
ODA (web + app)
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Time booking and service rules
Counties rules for further care

Steering to self
treatment

Steering to
communication or
appointment with

professional

TR

s3upjooga

Onisite

Emergency unit

Health centers

Mental center

Elderly people “house”
Adult “house”
Children and juveniles
“house”

Health kiosks



THE ARTIFICIAL INTELLIGENCE NEEDS TO BE

CONNECTED TO EVERYDAY PROCESSES AND
CUSTOMERS - CRM & ERP

Social and healthcare Customer
Relationship Management (CRM)

* Gathering and displaying customer data , « Managing service chains to enable the
on role based : customer to stay at home for as long as
« lllustrating the customer’s overall situation Ny 77 possible based on cost-effective and
NN 2 ¥

sufficient support services

"//_//» "."y\.\\.?. X |V
Holistic overview of customers situation e Management of customer processes

ustomer Relatio n Manageme = , " Enterprise resource management of
(In Eksote Solution Business Manager customers service paths (In Eksote

platform) |OT SERVICE Solution Business Manager platform)
PLATFORM




SBM sovellukset Eksoten

Eksote

Perhe- ja sosiaalipalvelut\ ﬁrveys- ja vanhustenpalvelut

Kuntoutus

Perhepalv
elut

Lastensuojel

u SAS
Lanu-talo

asiakastiedo
n hallinta

Aikuisten Vammais
psykososi Tyoelama palvelut
aaliset palvelut

palvelut
. Typa- Vampa
Mie-SAS Asunnnonm
sovellus

Lintnacty At

Vammaispal
ApSY-SAS velun SAS

Ei terveydenhuollon sovellukset mm.: huoltotilaus, parkkipaikkasopimukset, sisdilmaongelmat, yksikkdtiedon hallinta, lokitietopyynnot, laitehankinnat..

Avoterveyden
huolto

Sote-asiakkuus

Akuuttisairaal
a

SAS-toimita (Lyhytaikaissijoitus, pitkaaikaissijoitus, vuorohoito,)

I Kotiutuksen
lilkennevalot
PTA sovellus + toimintakykymobiili
Poti.l_aeﬂgslgetus
kotisairaanhoit
EIE]

Kuntoutus Tyo- ja

keskus toimintak
yvyn
osaamisk
eskus

Kuntyp sovellus

Liikku-
sovellus

Fysio- ja
toimintat
erapiapal
velut

Lasten fyster

Geriatria
n
osaamisk
eskus

Muistisairaa
t




SBM-alusta

SOTE-asiakkuus
{yhteystiedot, kooste tapahtumista, palveluista ja
suunnitelmista, linkit prosesseihin)

¥ "

Asiakas-

Prosessisovellukset, esim.

. ikaizhoi segmentointi
Kaynnit, Lyth?fa!kafshnfdon SAS, Kyselytja seulat, &
kontaktit Pitkdaikaishoivan SAS, esim
AVHS’B;S’tM'Elﬁ.';]““\.TWS'SAS‘ AUDIT, ASTA, | Potilas-
‘ ntervafiinotto, PAAVO logistiikan
Palvelu- Palvelutarpeen arvio, Sisdiset prosessitiedot

Osastojaksot ja ulkoiset potilaskuljetukset
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Transaktiotiedon integrointi

suunnitelmat

Prosessien
tilastotiedot

Kotihoidon
palvelut

Diagnoosit,
laakitys

]
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Integraatiomoduuli

Ydintiedon integrointi

Kansalaisten Raportointi-

-

perustiedot e | B Y hierarkiat
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Hoivayksikaot, SBM:ss3 e .
. - . . s - Muissa jarjestelmissa 4
Hoitoyksikét asumis- yllapidettava lpidettsva vdintiet
palveluyksikot ydintieto yllapidettava yaintieto Organisaatio,

kustannus-

Keskitetty asiakasohjausjarjestelma paikat

Ydintiedon hallinta (Master Data Management)
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EXISTING LAYERS OF DATA MANAGEMENT IN EKSOTE

MANAGEMENT OF OPERATIOL PROCESS AND CUSTOMERHOOD

CRM functionalities ERP functionalities

[} \
(I Al component layer E i Researchers E I
N e avnnnnnwns - T T T TTTTTTTTT 1! '

: : Child & youth ' i Youngadults | E_Elderly people | i Acute care people » playground 1 :
L____________________-_-_-_E_-_-_-_-_E_-_-_l___-_E_-_-_-_E_-_-_-_E_-____-_-_E_-_-_-_-_E_-_-_-_E_-_-_-_E_l | :
I “Normalized” data layer o |
(I — ¥ o
[ “E Data management repository (TIJO DW) [ L
| :::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::::I_:::::::::::::::::, '
A Raw data layer Y/
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Financial
systems

Private

Public organization

organization ECR
ECR

Private

organization

organization EHR
EHR

Other
systems

4 A (" )

KANTA (national data archive) Discretion service MyKANTA
Patient data repository Prescription service Client data repository Discretion service
Provider catalogue Service catalogue Payment service Provider catalogue

J . J




AUTONOMY OF CITIZENS/CUSTOMER EKSOTE’S AUTONOMY SUPPORTING ICT AUTONOMY OF PROFESSIONS

More independent customers at home with Virtual Al of “elderly Self guided home care teams / individuals connected to,
ELDERLY connectivity to service ecosystem and to family and visits people” healthcare acute services and social care long term !

friends. E ELDIEsLY

e - N services through shared customer service path
Customers with a feeling of security supported by loT e e | Decision N Homecare management. Technology is providing the connectivity CARE
devices in the area of personal health and security support ERP and decision support by loT alarms and Al

7

CUSTOMER .
Connections to service ecosystem through eServices. usto Al of acute Healthcare professionals are connected to homecare
HEALTH National level eServices to show electronical ). RELATIONSHIP AND care -, 1 and social care through customer relationship and

CARE | healthcare records. [ Virtual SERVICE PATH Al of depression service path management with capabilities to directly | HEALTH
National level eServices with decision support visits MANAGEMENT care order services from other units by individuals. Overall CARE

| capabilities S~ view of customer situation through CRM.

SOCIAL

Connections to service ecosystem through eServices. Integrated data base with healthcare. Overall view of
SOCIAL | National level eServices to show electronical social \ Virtual | customer situation through customer relationship
visits CARE

CARE care records. Integrated social and healthcare service management. Possibilities for professionals to start
in the area of mental health. Low level enter point

- - processes of different service areas through service
, through video connections. Eksote’s data lake with integrated data model path management.

International Human Account Network (IHAN)

EKSOTE’S INFORMATION POOL BASED TO INTEGRATED “FROM-END-TO-END” PROCESSES
Home >> Homecare >> Rehabilitation >> Social care >> Prcir;zry >> Sec:ar::ary >> Rehabilitation >> Prcizwraery >> Social care >> Homecare > > Home >
R oee
services connections medication

FINLAND’S NATIONAL DATA “OCEANS”

MyKanta i i Kanta
National archive for customers National eService Platforms Prescription Pharmaceutical - . - Archive of social Archiving of old
own data (OwnHealth, Virtual Hospital) service [ i J [ Sharing of medical J { Patient Data J { J patient data

certificates Repository welfare services data
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FROM ORGANISATION TO CUSTOMER

SEGMENTS (sote-tietopaketit)...

2017 2019

AR Alykas laak liji

AR

.. E Kyl

(Tyhj...

Ei Kyllé

1 kotihoidon asia...

AR Saannallisen kotihoidon eta...

(Tyhj..  Ei Kylla

19

Aivovamma 506.0-9 T90
Aivovamma S06.0

Aivovamma T90
Aivoverenkiertohdiridn jalkitila 169
A-Klinikan asiakkaat
Akuuttisairaalan asiakas
Alkohaliongelma

Alykas ladkeannostelija

Armila os 3 asiakkaat
Asiantuntijafysioterapeutin asiakas
Asuu yksin

AVH1 G45, 160, 161, 163, 164, 165, 167, 168, ..
AVHZ 160, 161, 163, 164, 169
BMI0-249

BMI 25-29,9

BMI 30-34,9

BMI 35-39,9

BMI 40-

Diabetes diagnoosi

Doctagon pilotin asiakas

Ei kotipaikkatunnusta

E-K Ty&voiman palvelukeskuksen asiakas
Flimmeri

G45

Hoitosuunnitelma tehty

TVA40 - Akuuttisairaala

TV30-H

114,72 t.

Asiakasmaara

TV20 - Avoterveydenhuolto

Eksote’s annual overall costs from
organization or customer segment
point of view

515 milj...

toimintakulut_yk

KU10 - Kuntoutus

PS50 - Tydels...

14 milj

2017 2019

AR Alykas ladkeannostelja

(Ty... Ei Kylla

AR Saannallisen kotihcidon asia...

(Tyhj... Ei Kylla

AR Saannéllisen kotihoidon eta...

(Tyhj. Ei Kylla

119

Aivovamma S06.0-9 T90
Aivovamma 506.0

Aivovamma T90
Aivoverenkiertohairion jalkitila 169
A-klinikan asiakkaat
Akuuttisairaalan asiakas
Alkohgliongelma

Alykds |aakeannostelija

Armila os 3 asiakkaat
Asiantuntijafysioterapeutin asiakas
Asuu yksin

AVH1 G45, 160, 161, 163, 164, 165, 167, 168....
AVH2 160, 161, 163, 164, 169

BMI 0-24,9

BMI 25-29,9

BMI 30-34,9

BMI 35-39.9

BMI 40-

Diabetes diagnoosi

Doctagon pilotin asiakas

Ei kotipaikkatunnusta

E-K TyGvoiman palvelukeskuksen asiakas
Flimmeri

G45

Hoitosuunnitelma tehty

Toimintakulut tietopaketeittain

Hoito- ja hoivapalvelujen tietopaketti

Lasten, nuorten ja perheide...

114,72 t.

Asiakasmaara

Vastaanottop..

Aikuisten sosiaalip... | Suun terveyd..

16 mil...

Ensihoidon tie...

12 milj
E——




...OR INTO SPECIFIC CUSTOMER GROUPS.

Overall cost of heart failure patients of age group 50-65
(these patient might have other conditions too)

2018

Aivovamma 506.0-9 T90
Aivovamma 506.0

Aivovamma T90
Aivoverenkiertohdirion jalkitila 169
A-klinikan asiakkaat
Akuuttisairaalan asiakas
Alkoholiongelma

Alykas lagkeannostelija

Armila os 3 asiakkaat
Asiantuntijafysioterapeutin asiakas
Asuu yksin

AVH1 G485, 160, 161, 163, 164, 165, |67, I68,..

AVH2 160, 161, 16
BMI0-249

BMI 25-29,9
BMI 30-34,9
BMI 35-39,9
BMI 40-
Diabetes diagnoosi

, 164, 169

Doctagon pilotin asiakas
ikkatunnusta
ovoiman palvelukeskuksen asiakas
Flimmeri

AR Alykas laakeannostelija

(y.. E  Kylla

AR Saannallisen kotihoidon asia...

(yhj.. & Kylla

18-74-vuotiaiden erikoissairaanhoidon tietopaketti

AR Sadnnallisen kotihoidon eta...

(yhj.. &  Kylla

Hoito- ja hoivapalvelujen tietopaketti |Vammaisten palvelujen tietopake...

1 milj. €

Veys- ja paie: | Ensihoidon tietopa...

0 milj. € 0 milj. €

Vastaanottopalvelujen tie... | RUNtoutuksen tietopa.

0 milj. € 0 milj. €

The amount of used services in different “sote-tietopaketti”
groups of heart failure patients.

AR Alykas laakeannostelija

2018 2 . - 2
(Ty... Ei Kylla Kylla

Ikaryhma )
Toimintakulut tietopaketeittain

25-64 18-74-vuotiaiden erikoissairaanhoidon tietopaketti

Aivovamma S06.0-9 T90
Aivovamma S06.0

Aivovamma T90
Aivoverenkiertohairion jalkitila 169
A-klinikan asiakkaat
Akuuttisairaalan asiakas
Alkoholiongelma

Alykas laakeannostelija

Armila os 3 asiakkaat
Asiantuntijafysioterapeutin asiakas
Asuu yksin

AVH1 G45, 160, 161, 163, 164, 165, 167, 168,...
AVH2 160, 161, 163, 164, 169

BMI 0-24,9

BMI 25-29.9

BMI 30-34,9

BMI 35-39,9

BMI 40-

Diabetes diagnoosi

Doctagon pilotin asiakas

Ei kotipaikkatunnusta

E-K Tyévoiman palvelukeskuksen asiakas
Flimmeri

G45

AR Saannéllisen kotihoidon asia...

AR S&znndllisen kotihoidon eta...

Kylla

Vammaisten palvelujen tietopaketti

1 milj. €

1 milj. €

Hoito- ja hoivapalvelujen tie...

Péivystyksen tietopaketti

0 milj. €

Aikuisten sosiaalipalvel...

0 milj.

Mielenterveys- ja pi... | Kuntout...

0 milj. €

Vastaanottopalveluj...

0 milj. €

Ensihoi..



https://app.powerbi.com/reports/a118bdbb-1cf6-4c92-a4da-a08505b837c5/ReportSection4?pbi_source=PowerPoint
https://app.powerbi.com/reports/082eabd9-5d2d-44da-ba65-c73cbd1f2828/ReportSection4?pbi_source=PowerPoint

THE AVERAGE COST OF DIFFERENT MODELS OF

SERVICE PRODUCTION PER DAY

;M 19 940 €

' i 650 €

§ 4 419 €

EVALUATION AND CARE UNIT
|: CUSTOMER STAFF 276 €




loT IN HOME-LIKE ENVIRONMENTS TOMORROW

CUSTOMER

Home rehabilitation Meal dispenser .
Localization and

safety.

Medication robot

Monitoring vitals

Insulin pump

The awareness and Coordinator monitors the situation Other parties. Third sector,
Nurses can plan theirday ~ Participation of relatives are and makes the needed alerts. fire and rescue, home help

autonomously. improved. etc.



SMARTER HOMECARE MEANS ALSO REDUCING

COSTS

Savings 500€
/month/

68 400 remote visits accomplished in 2018 ‘
customer

meaning 5.7 % contacts made by home care.

o /

Medication robot: Potential users ‘ Up to 1000 € /month savings per
approx. 36% of home care customers. customer.
y,

Previously the customers encountered

Coordinator has up to date paramedical services, emergency duty
information and situational ‘ and finally were admitted to hospitals.

awareness of service

Now approx. 70% of these interventions
resources and service needs. are treated more customer oriented and

|

-/ more cost efficient.




VIDEO-BASED REMOTE VISITS AND MEDICATION

ROBOTS HAVE REDUCED EKSOTE’S SERVICE

DELIVERY COSTS...

Mollakohdan vuosi

2012 2013 2014 2015 2016 2017 > 1 2 3 4 5 6 7

Nollakohdan kuukausi

AR S33nndllisen kotihoidon asiakas

(Blank) Ei Kylla

AR Sa3nndllisen kotihoidon etdy...

(Blank) Ei Kylla

suhteellinen_kuukausi ~
p 6 Kustannus per asiakas
I I Asiakkaalla sddnndllisen kotihoidon etiyhteyskiynti-p... @E @EyIE
Prosessi 6K
Saanndllinen kotiheito alkanut ~
4K
Tulosyksikkd ~
All V
ZK

kustannus by Tulosalue

KU1D - Kuntoutus —,

TV4D - A —

L TV30 - Hoiva

QK

kustannus by Tulosalue

TV30 - Hoiva

77,89M

TV40 - Akuuttisairaala

PS40 - Vammais...

3,00M

PS30 - Aikuisten...

The overall cost of overall
services used by customers
who are part of continuous
homecare are lower for
those patients who are
using remote connections.



...IN A WAY THAT HAS NOT INCREASED COSTS IN

EMERGENCY SERVICES.

REMOTE VISITS

Amount of clients [90 days before/after taking remote visits in use] No visits at all Before

Visits in emergency room (totally 253 users using eServices) at different

professionals
Percentage of all event types

Percentage between before and after visits

When medication robot was
taken in use, the amount of ER
visits dropped 6 percentage units.

157 107
43 % 29 %
51%

MEDICATION ROBOT
Amount of clients [90 days before/after taking remote visits in use]

Visits in emergency room (totally 253 users using eServices) at different
professionals

Percentage of all event types

Percentage between before and after visits

After o
When remote visits was taken
in use, the amount of ER visits
102 dropped 2 percentage units.
28 %
49 %
No visits at all Before After

24 10 9
56 % 23 % 21 %
53 % 47 %



