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MORFEUS - main starting points 

• Social and health care reform in Finland (Sote-uudistus) 

• Services as a customer-centered ecosystem 

• Service Information Modeling (SIM) 

• Digitization 

 



 

• Freedom of choice 

• Co-responsibility 

• Holistic responsibility – counties 

• Contract steering 
 

Realization in real life? 
”Pamphlet” 

The social and health care reform 

plans 



Real life data based family case  

as a tool to study service ecosystem 

Multiple problems 

• Mental health 

• Substance abuse 

• Child protection 

• Pupil service 



Ultimate goal:  

customer-centered services system 

 
MORFEUS: 
Ideas of digital information modelling 
and tools to support development and 
implementation of services as a system 

 
 



THINKING 

 Shared interests and goals  

in 
 

Ecosystems thinking & 

The ecosystems of wellbeing 

services 

 

 



Boundary objects and design thinking 
 
What kind of ways of working, methods and tools 
promote collaboration and knowledge sharing in the 
ecosystems? 
 
i.e. promote Systems intelligence to achieve targets 



 
 
 
 
 

Empirical research 

Picturing the ecosystems 

• The actors and their relations 

• The structures and processes 

Revealing the needs of the actors 

• How the family gets support? 

• How the system supports the helpers to help? 



• MORFEUS workshop result 

• Legislation 

• Comprehensive multitask job descriptions 

• Self-direction 

• Empowerment 

Need for case managers 



Participatory action scenario approach, process modeling, 
co-design, online service design 

Research approaches 



Data collection methods 
 
Stakeholder mapping, scenarios and character profiles, interviews, 
web surveys, design probes, … 

            
Customer-centered digital service prototype for  
collaboration across organizational boundaries in the  
wellbeing sector 



Service Information Modeling SIM 

• Metamodeling – data on the data exchange layer 
(Palveluväylä, X-road) 

• In services also the outcome is interaction 

•            User profiles            User views 

• Interaction and knowledge sharing channels 

• Promoting empowerment and self-direction 



Service Information Modeling SIM 

• Holistic digital picture of the ecosystem (compare KIRA-DIGI) 

• Integrated digital tools  

• Sotetori service platforms   

compare Internet communities of companies,  

co-development (Innokylä) 



Service providers (public, private, 3rd sector, 
volunteers):  
structure and process descriptions 
 
 
 
 
digital service customer journeys (compare TEMWISIT) 
Services: comparable descriptions to enable  
freedom of choice 

Information of service providers and  

services 

http://designresearch.aalto.fi/groups/encore/2015/05/temwisit-project/


Interaction through user views –  

receiving and providing info for 

meaningful service 
 
• Customer (VIP customer with complex problems) 

• Professional (case manager, supports the VIP customer) 

• Manager (operational) 

• Decision-maker (politician) 

• Developer (county coordinator) 

 







Societal value 
 
• Appreciation of customer’s time  
• Effective, customer-oriented services 
• Meaningful use of professional resources 
• Efficient processes 
• Efficient use of tax revenue 

 
 

 

 



User value 
 
CUSTOMER       FOR ALL: 
• Mirror       Communication 
• Active agency 

 
PROFESSIONAL 
• Tool for self-directed work 
• Transparent expression of concern 

 
MANAGER/DEVELOPER/DECISIONMAKER 
• Up-to-date information for decision making  

 



PROTOTYPES 



Palveluväylä (Data Exchange Layer) 

 



Prototyping in Morfeus-project 

• Gathered data brought to Prototype views and answering the 
mapped user requirements 

• Bringing the client to the same level with professionals. Taking 
further the user experience and the interaction between 
different user groups. 

• Prototype testing will continue throughout the Morfeus 
project 



• We characterized 3 user groups and created own view for each 

o VIP-customer 

o Case-manager 

o Manager (Director) 

• These prototype views are just to demonstrate how these kind 
service-views can work in the future. 

• Inviting the reflection, how different systems can cooparate as 
one  

 

”View” prototypes 



Palveluväylä with Morfeus ”Views” 

 

VIP-
CUSTOMER 

MANAGER 
(DIRECTOR) 

CASE 
MANAGER 



• Case examples based on real life (our research data) 

• Demonstrating the use of “MORFEUS views” 

Scenario 2030 



I am Sam Citizen, 38 years old, mother for four. My kids are 17, 14, 6 and 4 years old. 
 
When I was young, there was a period in my life, when two of my oldest kids were taken into 
custody. Now I'm doing better and all of my kids live with me. Last week I went to see a doctor, 
because I felt restless and had sleeping problems, I wanted to get some tranquillizers. The doctor 
interviewed me and told me, there is some personal help for people like me, living in a complicated 
situation in life. She suggested me to give permission to a case manager to contact me. I agreed and 
the same evening Kim phoned me. 
 
Kim started to visit our home, helping me with organizing my life. Though Kim has been a great 
help, I still feel my life is a mess. One day Kim show me the concern-indicator in my "view tool", 
which was in red zone. It was an eye-opening experience to see how many people there were 
worried about my well-being. They have told me that also, but seeing it visualized was more 
effective. I also filled Major depression inventory test. Together with Kim we decided that I start to 
go to therapy.  

Sam Citizen 



Prototype View 

 

Sam Citizen 

 

Dashboard 



Prototype View 

 

Sam Citizen 

 

My Data 



Hi! My name is Kim and I’m working as a local case manager in Southern Helsinki. My job is to empower the customers 
with their complicated life situations. Face to face meetings with the customer have crucial role in my job. 
 
My typical customer is in a need of both health and social services. My job is to make sure that they are getting the best 
treatment/service they could. That's why I co-operate much with other professionals with a "View tool". It enables agile 
consulting and multi professional discussions to make an transparent understanding about the customers situation. We 
want to make sure that all the professionals are working together for a common goal. We are sharing information with 
customer's permission, of course. Usually my customers give permission for the professionals to share information. My 
line of work is very mobile, I can choose where, when and how I work. It depends about the customer’s needs. I am not 
bounded to any specific organization; I can sincerely walk the service path alongside with the customer through different 
services. 
 
There is also a concern-meter which plumbs professional's and customer's own worry about their condition. The main 
ambition for everyone working in this field is that wherever and whenever the human being goes to get help, they get it. 
Very important is that when the person is unable to get help by their own, the worry of that human being is recognized 
too. The case managers are making sure that this happens fluently and fast. I have one customer, for example, who I have 
been visiting for one month. She is doing quite ok, but her mood have been low for a long time. She was not very 
motivated to get any help, but when I showed her her concern indicator, she agreed to start going to therapy. With the 
help of "view tool" I consulted my network to find her suitable therapist. 

Kim Casemanager 



Prototype View 

 

Kim 

Casemanager 

 

Dashboard 



Prototype View 

 

Kim 

Casemanager 

 

Client’s My 

Data 



I am Dana Director, working as a social and health director of my county. My duty is to 
ensure efficient use of money and resources in my field of operation. I am the chairman of 
five steering groups, consisted of managers and middle management of the field. Together 
we develop processes and operations models for achieving the best service for the end 
customers i.e. the citizens. 
 
In a steering group we realized there is a need for invest for the new type of proactive child 
welfare services. Although we had to increase the budget this year, in a long we get surplus. 
With our "VIEW TOOL" It was easy to communicate with the politicians of the county. I 
showed them a two years forecast about the use of institutional care for children welfare 
services. The demand of services is increasing all the time and we really need to step in 
with shifting the focus from reactive to proactive services. (VIEW TOOL) 

Dana Director 1/2 



In therapy services we follow customer experience and how the customer benefit from the 
service. At the beginning of the therapy period, we explore, how the customer perceive 
their own situation and how the service can help them. After the therapy period we map 
the customer experience. We evaluate, what is the value added from the service for the 
customer. Both, the customer and the professional tell their opinions (with their own VIEW 
TOOL). According to the continuous measurements of the customer perspective, 
corrections of the service processes are made. For example we realized (through VIEW 
TOOL), that it's not easy for the patient to piece together, why did they come to the therapy 
and what will happen next. The issue came up by means of the customer feedback, 
discussed with all the relevant professionals through interactive features of the view tool. 
We added a step for the service process: at the very beginning of the process the therapist 
spends time for discussing with  the patient in simple language, what are the targets of the 
service and how the process goes on. 

Dana Director 2/2 



Prototype View 

 

Dana Director 

 

Dashboard 



Summary 

• Data collected: interviews, workshops, service probe method 

• Identified  

• User groups 

• Needs related to information sharing and communication 

• Holistic picture (meta modeling) and the user views as a solution 

• Prototypes 

• Demonstrate the idea of user views 

 



• This is the intermediate results seminar of MORFEUS, 
arranged by Aalto 

• The project continues until 30.6.17 

• Spring 2017 the last results seminar, arranged by Laurea 

• More information about the project and its publications: 
morfeus.fi 

Future 


