
THE COMPANY
Karolinska University Hospital is one of 
Scandinavia’s premier health facilities. Together 
with the world-respected Karolinska Institutet, 
Karolinska lead the medical break-through in 
Sweden. Karolinska believe that patient care, 
research, and education must all play equally 
strong roles in their effort to extend and 
enhance people’s lives. As a major teaching 
hospital Karolinska educate and train tomorrow’s 
medical specialists and healthcare professionals. 

THE SITUATION
Karolinska have been adopting a lean 
management structure in order to render their 
organisation more effective. What was not 
taken into consideration in the lean processes 
was the patient’s situation, expectation and 
experience. This created problems for the 
emergency ward staff when a lot of their time 
was spent on explaining to patients what they 
should do, what was expected of them, what 
will happen to them and when they will get help. 
Due to these disruptions less time could be 
spent on the staff’s actual task i.e. to treating 
the patients. It has previously been attempted 
to solve these problems and the result was over 
50 different instructions and temporary signs 
posted on all over the walls. Karolinska wanted 

to improve the situation of both their patients and 
staff by using Service Design. This whole situation 
made the patient feel uncertain and lack of control. 

METHOD
Through interviews and observation studies of both 
emergency ward staff and patients Transformator 
mapped the patient flow of the emergency ward in 
order to understand how the patients act and why 
they act in such a way. This gave insights into where 
the most common misunderstandings between the 
caretaker and the caregiver occur.

THE ADDED VALUE
With the help of refined creative industrial design 
methods a number of cost-effective and feasible 
solutions has been developed to improve the inter-
action in the emergency ward: 

The waiting room structure has been modified. For •	

instance signage and furnishings has been adjusted in 

order to facilitate the staffs interaction with the patient

A system for screening and prioritizing all information •	

for the patients have been suggested 

A solution for visualising the patients expected waiting •	

time have been designed 

An new information centre to guide and ensure patients•	

In the spring of 2010 the project moves into the im-
plementation phase where the solutions developed 
by Transformator will be put into practice. 

Transformator are consultants in Service Design.
With over 10 years of refined industrial design practices for customer insight and innovation, we 
help organizations and companies to increase value and enhance the experience in the customer 
meeting. 
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