
CONTENT AS A SERVICE
A look at case Service Design at Mehiläinen through two lenses:

1. Actor: elderly person
2. Process: Content production



Turnover (2015)
MEUR

The biggest private healthcare provider in Finland

Rapid growth organically and by M&A

Net turnover (2015) €445.5 million

Growth in net turnover of 36.9% (2015) from the 
preceding year

Operating profit (2015) €22.8 million

Ownership: funds managed by Triton and KKR, 
employee pension insurance companies Varma 
and Ilmarinen, institutional and private investors

Doctors and dentists
10 private hospitals
28 medical centres
23 dental clinics
Central laboratory

Social services
23 assisted living units
25 mental welfare units
8 centres for disabled
35 child welfare units 

Public healthcare
10 outsourced health centres
Outsourced doctor, dental 
health services and on call 
duty



6000 people in the 
customer panel

40% of all time 
reservations from web

5,8 million 
website visits

41% mobile

40 000 answers from 
the customer panel



Content production process



USER RESEARCH
Interviews

Market studies
Web surveys

Advisory board 



User research
- Conduct user research on all target 

personas:
1. Elderly patient
2. Caregivers (next-of-kin)
3. Social workers (making decision on 

which assisted living units are 
accepted under public subsidies)

- Define sales cycles for each 
persona

1. Awareness
2. Interest
3. Desire
4. Action



USER RESEARCH
Interviews

Market studies
Web surveys

Advisory board 

CONTENT CREATION
Based on the user insight
Targeted content by the 

specialists
Useful content, tone of 

voice, clear call to action



Content creation
Content creation checklist

1. Involve the whole personnel in content creation!
2. Create content for each sales phase for each 

persona - what are the pain points and interests 
at each phase

3. Adjust the tone of voice according to the persona 
in question

4. Plan calls-to-action for each content
5. Plan channels where to distribute each content
6. Format the content for each channel as needed
7. Decide how you measure the performance





USER RESEARCH
Interviews

Market studies
Web surveys

Advisory board 

CREATE CONTENT
Based on the user insight
Targeted content by the 

specialists
Useful content, tone of 

voice, clear call to action

TEST
Test with the customer 

panel
Use / develop / discard



Test
- Mehiläinen has 6000 people in their 

customer panel 
- Every new feature and changes to their 

service or content is first tested with the 
panel

- Different people prefer different formats 
and channels

- For elderly people with many needs a 
profiled service (called OmaMehiläinen) 
listing medical history and current 
medication is very useful for both the 
patient and the hospital personnel



OmaMehiläinen application
- Schedule an appointment with a doctor
- Prescriptions
- Ongoing medication
- Vaccinations
- Medical history
- Preventive care: Order/buy phone 

consultation from either a doctor or a 
nurse (€28/€9 euros respectively) - the 
cost is refunded if after consultation you 
still need to go and visit a doctor at 
Mehiläinen



USER RESEARCH
Interviews

Market studies
Web surveys

Advisory board 

CREATE CONTENT
Based on the user insight
Targeted content by the 

specialists
Useful content, tone of 

voice, clear call to action

TEST
Test with the customer 

panel
Use / develop / discard

PUBLISH AND OPTIMIZE
Publish the content

Create call-to-actions
Search engine optimization

Measure conversion



Publish
- The digital channels:

- Mehiläinen.fi
- OmaMehiläinen (application)
- Facebook
- Twitter
- LinkedIN
- YouTube
- Google+
- Instagram

- By using marketing automation it is possible to 
respond automatically to clicks on links and other 
actions

- Search Engine Optimization is done to create 
landing pages within the service (50% of the web 
site traffic comes directly from Google to landing 
pages)



Search for diabetes 
type 2

Call-to-action



GeneRISK -study, the future of health care
- Mehiläinen offers free GeneRISK 

-mapping for all people between 45 and 65 
years of age

- GeneRISK is a publicly funded study 
which examines cardiovascular disease 
genetic factors and explains how this 
genome data can be used in the 
prevention of the disease

- The risk assessment is received within six 
months after visiting the Mehiläinen 
laboratory 



Main points
1. Service Design is a holistic approach 

which can be and should be applied also 
to (digital) communications

2. User understanding can give a competitive 
edge

3. Pay attention when creating content - all 
content needs to serve a purpose. Involve 
the whole organization in creating the 
content

4. Personal and profiled targeted content is 
better when profile data is available

5. Mobile, mobile, mobile
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Thank you for listening
saku@exovedesign.com


