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INTRODUCTION

A project close to heart

 Nurses are “super heroes”

Familiar with the commissioner as an 
employer Helsinki city Social and 
health care sector.

Must have for thesis; an organisation 
who could benefit from the work

Open, honest and raw communication 
with the commissioner.

The topic is a combination of 
leadership and service design hand in 
hand.

Good service is has to be an 
Experience.
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Background.

• Social and health care sector are facing a reform. This reform are 
based on the goals and vision of prime Minister Sanna Marin's 
government program for Finland for the year 2025.(VALTIONEUVOSTO) 
(Hallitusohjelman_toimeenpanosu page 5/37). Municipalities are 
responsible for providing healthcare to their residents.

• What does this imply?, This means digitization will be introduced and 
bureaucracy will be reduced.

• According to Prime minister Sanna Marin, the focus of the healthcare 
and social welfare system will be shifted towards basic-level services 
and prevention. Services will be integrated, care chains will run 
smoothly and people will get sufficient and effective services when 
they need them

• The City of Helsinki's social and health care sector has evaluated the 
reform of social services and concluded that its process needs to be 
reorganized as service processes are reformed.

• How is Helsinki social and health care sector reorganizing its processes  
so as for its clients to get effective services when they need them?

• Renewable services require many forms of development. The industry 
has decided to focus on developing organizational culture, service 
culture, branding, core processes and leadership. (City of Helsinki 2016, 
4-7).

• The social and health care industry strives for better accessibility and 
customer experience, as well as productivity and effectiveness

• Employees are expected to achieve the defined objectives through 
management. which is why,  the goal of management has been to 
add a good personnel experience

• The unified management of the renewed services consists of joint work, 
self-managed teams and internal motivation
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PROBLEM AREA
INVESTIGATE NURSES EXPERIENCES ON SELF MANAGED 
TEAMS AND ITS IMPACT ON WORKERS SATISFACTION
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THE COMMISSONER. 

 Helsinki city but the work for the

thesis is done in kustaankartano

E/block. Senior service center. an 

elderly home located in Helsinki 

Oulunkylä, in beautiful park-like 

surroundings. 

 The ward is made up of 45 long 

term service housing clients.  26 

nurses, one ward manager, one 

lead nurse, a physiotherapist, 

social service, geronome and a 

doctor.
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Research questions

• What are the experiences and 

challenges involved in self 

managed teams and how could 
those challenges be improved.

• supportive question.

• How does self managed team 

overcome challenges and 

improve work status.
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Process model and timeline

All steps concerning 

this process is done in 

real life occasions. 

This study will be 

done modifying a 

service design 

process.

Service design 

process follows 

creative problem 

solving principles as 

expounded by Juha 

Tuulaniemi 

Palvelumuotoilu 

(2016).

The essence of 

service development 

is to create new and 

unique services. 
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Theory

1) Self managed teams.

2) motivation which is a direct factor that will enable a 
nurse to want to self manage, when the nurse is 
motivated, he or she will enback of self improvement 
that will better her as a team member,

3 ) team support and organizational support cannot 
be left out when handling a self managed team. 
Workers constantly needs support from the team 
through immediate colleagues and from the 
organisation through ward mangers, lead nurse, and 
upper bosses in a bigger picture.

4) The environment where this self managed team of 
health professeionals are working > serviced housing 
environment. Understanding the vison, mission and 
goals for the organisation will enable the workers to 
execute their task with ease

6) Lastly service design will be elaborated explicitly 
theories behind that substantiate my field of work. 
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Service design 
process chart

• This study was done 

modifying a service design 

process as expounded here 
by Juha Tuulaniemi in his 

book Palvelumuotoilu

(2016).

• All steps concerning this 

process was done in real life 

occasions.
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Stakeholder 
map

• The project focuses on 

internal stakeholders, 

external stakeholders 
identify cooperation on the 

smooth flow of internal 

affairs for self-managed 

teams.
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Benchmarking-key learnings,clear cut 
best practices.

• Three companies were benchmarked

• Vincit service design company of self managed 
team turku

• CS Automated soft wear IT company Self 
managed team Espoo.

• Self managed teams of nurses Ward h1 
Geropychiatric ward Helsinki.

• Open professional communication 
culture/external help an expert to tackle some 
internal issues..work coach.

• Team work during doctors round for unanimous 
understanding of doctors orders. “don’t work 
alone” Nurse communicates Doctors orders to 
team communication channels(Microsoft 
teams) in other for everyone to be informed 
about any recent changes. “virheitä ei pelätä”

• Cultural issues-more recreation and wellbeing 
activities  “after work” sponsored by the 
organisation. Team decides on activities to do. 
Yt vastavat roolit vahvistuu” corporation 
between employer and the staff.

• One documentation system, every specialist and 
external stakeholders are also updated. 

• Continuos education of role functions.
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Business model 
canvas.

The canvas is drawn from the 
inputs, interviews and discussion  
from the internal stakeholders 
during the research phase. This 
was done at this to get a holistic 
view

lists the unique selling proposition 
of an organisation product or 
service and how the offerings 
distinguishes them from the 
competitors . Show this to the 
commissioner.
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Value proposition 
canvas.

This was made with a 

particular customer in 

mind.

On one hand, it helps 

to understand better 

the users’ needs and 

motivations while on 

the other hand, it 

helps to think what the 

company or business 

can offer to the 

customers, which 

would help to solve 

the customer needs..
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Execution of the 
research and 
results
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Identifying service Users.
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Interview Findings/ Starting point of E
/block self managed team healthcare 
proffesionals

Gains 
 Motivation and implementation of self-

managed team

 Empowerment and Trust

 Job satisfaction 

 Job ownership 

 Self-improvement

 Team cohesiveness

 Work culture and cultural diversity

 Satisfied clients and relatives

Pain points

• fear for change

• • Boldness to speak out on difficult issues

• • Discernment to understand workers different 
strengths

• • Information breakage

• • Overwhelmed with role change, no clear 
goals or guide.

• • Cultural issues

• • Uncertainty

• • Lots of medication mistakes; not 
understanding doctor's order 

• • Work culture and global pandemic. 
Interviewees felt that the concept is innovative but 
solving these issues will help nurses to render their 
duties effectively.
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Co-design 
workshop/virtual
meeting
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The first workshop was done on the 12.1.21 
through Microsoft teams , virtual meeting.

The aim was to present the results of the 
employees’ interviews executed in 
October 2020 to the commissioner, nurse 
director and superintendent.

Feedback of the audience was positive 
regarding the results of the research and 
the quality with the thesis authors´ work. 



First virtual meeting presentation to the
commisioner.Nurse director and superintendent
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The second workshop was held on the 
18.2.2021 through Microsoft teams virtually

• The audience of the meeting was the nurse overseer, the lead 
nurse and most of the employees of Kustaankartano E-block. 
The researcher presented the results of the interview.

• After the presentation and discussion, the workshop started. 
The workshop aim was to process further, some of the 
development suggestions which arose during the employee 
interviews in October 2020

• The workshop was carried out based on online co-creation 
using Jamboard where employees can write down solutions on 
the problem areas. Employees also used chat to write solutions 
to pain points.
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Personas were formulated based on problem areas from employees’ 
interviews. These personas were formulated with speech bubbles and 
picture cards to describe situations that came from the interviews 
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Emplyees were given these task to 
analyse and solve
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Employees were given these task to 
analyse and solve
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The employees were also asked 
to Ideate the service concept 
for E-block, the pilot processing 
plan,how to execute the plan in 
day-to-day working life. Result 
in the next slide.
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Results of the 
workshop

A PLAN OF ACTION WAS 
MADE
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Results of workshop

• Concrete suggestions on how to solve the pain points that

came up during the interviews.
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A formation of 
short customer 
journey and 
service blue 
print of a new 
nurse during 
doctors round
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Service design 
evaluation 
feedback
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SERVICE DESIGN PROPOSAL

KEY FINDINGS 
OF THE 
RESEARCH 



Service design 
proposal
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Service design 
proposal
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Limitations of the research.

• Global pandemic-Double stress

• I want to work with focus groups, because certain dynamics can be 
nicely exposed when engaging in a conversation. 

• Benchmarking IT companies.

• Having most of my research participants native fins, I had to do 
double work with always translating the work.

• The organization is presently going through huge internal changes 
with the implementation of a new documentation system called 
APOTTI. Most of the nurses time and energy and commissioner 
resources are geared towards accomplishing these change. This 
made the design proposals for this work to be kept on a hold till 
summer after they are done with APOTTI.
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conclusion

• The researcher succeeded well in achieving the thesis goals. 

• New path was set on how to seamlessly navigate the “sailing 
waters” of a nurse's experience in a self managed team. 

• The interviews gave the researcher insights into strengths of the 
team and areas of further development based on the concrete 
development suggestions generated from this research, 

• The health care team together with other stakeholders will be able 
to develop their experiences and ease navigation of workers while 
operating under this model.

• Concrete suggestions were also made in the form of a table format 
and a timeline how to realistically achieve and solve these pain 
points.
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Future project considerations

• External Stakeholders perception about the service 

concept/action plan

• Designing customer journey map and service blueprint for  

a new nurse/healthcare professional  into this self 

managed team

• Investigating the leaders/coaches' experiences of the 

new self management working model

AWAHNDE MAGDALENE MASTERS THESIS FINAL DRAFT 

06.3.2021



THANK YOU!
QUESTIONS,COMMENTS, 
FEEDBACK
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