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ASIAKKUUDENHALLINTA (~CRM)

ωKokonaisvaltainen näkyvyys 
asiakkaan oleellisimpiin tietoinen

ωNäkyvyys asiakkaan käynnissä oleviin 
prosesseihin (~palveluketjut) ja 
niiden tilaan

ωNäkyvyys asiakkaan suunnitelmiin 
(holistinen suunnitelma on 
yhdistelmä asiakkaan palveluketjun 
tapahtumia ja niihin kiinnittyviä 
kirjauksia)

ωYhdenmukainen HTA ja PTA ja näiden 
kytkeytyminen prosesseihin.

ωMahdollisuus käynnistää asiakkaalle 
uusia palveluketjuja

ωKiinnepiste algoritmien ja keinoälyn 
käynnistäminen herätteille

TOIMINNANOHJAUS (~WTF?)

ωKokonaisvaltaisen palveluketjun 
hallinta yksittäisen hoitoketjun tai 
moniongelmaisen sosiaali- ja 
terveydenhuollon kokonaisvaltaisen 
asiakkaan kaikkien hoito- ja 
osapalveluketjujen osalta.

ωToiminnanohjaus hallinnoin ylätasolla 
kaikkia sote palveluita, jotka 
kiinnittyvät asiakkaan 
palvelupolkuun. Prosessiin 
kiinnittyvät palvelut luovat 
dynaamisen hoitosuunnitelman, joka 
ei ole proosaa vaan varattuja 
palveluita

ωEsimerkiksi ikäihmisen 
lonkkaleikkaus, eshkuntoutuksen, 
kuntoutussairaalan, 
kotikuntoutuksen, kotihoidon, kodin 
muutostöiden jne. kokonaisuudessa.

TUOTANNONOHJAUS (~ERP)

ωYksittäisen toimipisteen / laitoksen / 
hoitoketjun tai sen osan sisällä 
tapahtuvan resurssien 
kohdentamisen ja optimoinnin 
kokonaisuus

ωEsimerkiksi lonkkaleikkauksen 
järjestäminen sairaalan sisällä niin, 
että asiakas, leikkaustiimi, välineiden 
hallinta, tilojen ja sänkyjen hallinta 
on optimaalista
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COST BY AGE - WE MUST PUSH THE AGE BASED 
COST FURTHER IN THE YEARS OF OUR 
CUSTOMERS LIFE

This service need and service costs can 
be transferred to future with effective 
home rehabilitation and other early 
interventions and overall prevention
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CUSTOMER 
SUPPORT

8/16

HEALTH CENTRES CALL 
CENTER

DENTAL CARE CALL CENTER

24/7

112

24/7

116117

24/7

FIELD MANAGER

COORDINATOR

Emergency unit

Mental center

ODA (web + app)
24/7

REMOTE 
CONTROL

Booking

Steering to 
communication  or 
appointment with 

professional

Steering to self
treatment
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Children and juveniles 
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Health kiosks

Customers contact point to service (from acute cases to agreed appointments)

General  emergency 
number

Not healthcare 
professionals

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

target

Co-ordinates first-aid 
resources and tasks

Service (social and 
healthcare)  need estimation 

and guiding and steering

Consults doctor, book an 
appointment

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

etc. to target

{ǳǇǇƻǊǘǎ 9ƪǎƻǘŜΩǎ 
professionals

Consults doctor, books an 
appointment

Alarms needed unit of 
Eksote in scale (first-aid, 1-

person unit, home care, 
social care etc. to target

KODA-SUPPORT CENTER

Remote control and 
deviation management

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

By phone

8/16

DIRECT
NUMBERS TO UNITS

Mental services call center

Children and juveniles services 
call center

Elderly people services call 
center

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

an appointment booking

Child health services call center

Laboratory services call center

Polyclinic services call center

Physiotherapy services call 
center

Adult services call center
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DIRECT
NUMBERS TO 

PROFESSIONALS

Personal nurse

Personal social worker

By eService

HYVIS

24/7
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Time booking and service rules
Counties rules for further care

On-site

Health centers

WHAT ELSE IS THE PROBLEM? 
AND WHAT IS THE SOLUTION?



THE ARTIFICIAL INTELLIGENCE NEEDS TO BE 
CONNECTED TO EVERYDAY PROCESSES AND 
CUSTOMERS ĄCRM & ERP

Social and healthcare Customer 

Relationship Management (CRM)

ÅGathering and displaying customer data 

on role based

ÅIllustrating the customerôs overall situation

Holistic overview of customers situation

The process management (ñWTFò) of 

customer service paths

ÅManaging service chains to enable the 

customer to stay at home for as long as 

possible based on cost-effective and 

sufficient support services

Management of customer processes

Customer Relationship Management

(In Eksote Solution Business Manager 

platform)

Enterprise resource management of 

customers service paths (In Eksote 

Solution Business Manager platform)IOT SERVICE
PLATFORM



SBM sovellukset Eksoten palvelusektorilla 

Perhe- ja sosiaalipalvelut Terveys- ja vanhustenpalvelut Kuntoutus
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toimintat
erapiapal
velut
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n 
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Eksote

Lastensuojel
u SAS

Lasten fysterLanu-talo 
asiakastiedo

n hallinta

Mie-SAS

Apsy-SAS

Typa-
sovellus

Sote-asiakkuus

Kuntypsovellus
PTA sovellus + toimintakykymobiili

SAS-toimita (Lyhytaikaissijoitus, pitkäaikaissijoitus, vuorohoito,)

Muistisairaa
t

HTA yhteyskeskus (Suunnitteilla)

Vampa
Asunnnonm
uutostyöt

Kotiutuksen 
liikennevalot

Potilaskuljetus

Vammaispal
velun SAS

Ei terveydenhuollon sovellukset mm.: huoltotilaus, parkkipaikkasopimukset, sisäilmaongelmat, yksikkötiedon hallinta, lokitietopyynnöt, laitehankinnat.. 

Tehosa
kotisairaanhoit

aja

Liikku-
sovellus





Data warehouse / Data lake solution
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Private 
organization 

ECR

EXISTING LAYERS OF DATA MANAGEMENT IN EKSOTE

KANTA (national data archive)

Patient data repository

Provider catalogue

Prescription service

Service catalogue

Private 
organization 

EHR

MANAGEMENT OF OPERATIOL PROCESS AND CUSTOMERHOOD

CRM functionalities ERP functionalities

Public 
organization 

EHR

Public 
organization 

ECR

Raw data layer

Client data repository

Payment service

Discretion service MyKANTA

Discretion service

Provider catalogue

Financial 
systems

Data management repository (TIJO DW)

AI component layer Researchers 
playground

Process management

Child & youth Young adults Elderly people Acute care people

Other 
systems



CUSTOMER 
RELATIONSHIP AND 

SERVICE PATH 
MANAGEMENT 
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National archive for customers 
own data

Prescription 
service

Pharmaceutical 
Database

Patient Data 
Repository

Archive of social
welfare services data

Archiving of old 
patient dataSharing of medical 

certificates

AUTONOMY OF CITIZENS/CUSTOMER AUTONOMY OF PROFESSIONS
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Home
Primary 

care
Secondary 

care
Rehabilitation

Primary 
care

Homecare Homecare Home
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IoT-
services

eServices

National eService Platforms 
(OwnHealth, Virtual Hospital)

Social care Social care

MyKanta KantaNational eServices

Homecare 
ERP
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AI of children 
and juvenileseServices

eServices

IoT at home

Virtual
visits

AI of acute 
care

Video 
connections

International Human Account Network (IHAN)
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Mobile tools
Robot 

medication
Robotics

Virtual
visits

Decision 
support

Rehabilitation

AI of depression 
care

Decision 
support

Virtual
visits

SOCIAL 
CARE

More independent customers at home with 
connectivity to service ecosystem and to family and 
friends.
Customers with a feeling of security supported by IoT 
devices in the area of personal health and security

Self guided home care teams /  individuals connected to 
healthcare acute services and social care long term 
services through shared  customer service path 
management. Technology is providing the connectivity 
and decision support by IoT alarms and AI

ELDERLY
CARE

Connections to service ecosystem through eServices. 
National level eServices to show electronical 
healthcare records.
National level eServices with decision support 
capabilities

HEALTH
CARE

ELDERLY
CARE

HEALTH
CARE

Healthcare professionals are connected to homecare 
and social care through customer relationship and 
service path management withcapabilities to directly 
order services from other units by individuals. Overall 
view of customer situation through CRM.

SOCIAL 
CARE

Integrated data base with healthcare. Overall view of 
customer situation through customer relationship 
management. Possibilities for professionals to start 
processes of different service areas through service 
path management.

Connections to service ecosystem through eServices. 
National level eServices to show electronical social 
care records. Integrated social and healthcare service 
in the area of mental health. Low level enter point 
through video connections.

Tele rehabilitation



The Best way to predict 
future is to create IT
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