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Themes of the lecture: 

• Patient experience – more than user experience 

(UX)

• Involving patients in studies – things to 

consider

• Clinicians’ perspective on health information 

technology and eHealth services



User experience (UX)
User’s perceptions and responses that results from the use and/or 

anticipated use of a system, product or service

Note 1 to entry: Users’ perceptions and responses include the users’ 
emotions, beliefs, preferences, perceptions, comfort, behaviour, and 
accomplishments that occur before, during and after use. 

Note 2 to entry: User experience is a consequence of brand image, 
presentation, functionality, system performance, interactive behaviour, 
and assistive capabilities of a system, product or service. It also results 
from the user’s internal and physical state resulting from prior 
experiences, attitudes, skills, abilities and personality, and from the 
context of use. 

ISO 9241-210:2019(E)



Designing for user experience

There is a common misconception that usability refers solely to 

making products easy to use. However, the concept of usability 

used in ISO 9241 is broader and, when interpreted from the 

perspectives of the users’ personal goals, can include the kind of 

perceptual and emotional aspects typically associated with user 

experience….

Designing for the user’s experience involves considering, where 

appropriate, organizational impacts, user documentation, on-line 

help, support and maintenance, training, long-term use, and 

product packaging.

ISO 9241-210:2019 (E)



Torpie, K. (2014). 

Customer service vs. 

patient care.

Patient Experience 

Journal, 1(2), 6-8.



Patient experience???

• Reflects occurrences and events that 

happen independently and collectively 

across the continuum of care

• Is more than satisfaction alone

• Embedded is a focus on individualized care and tailoring of 

services to meet patient needs and engage them as partners in 

their care

• Is strongly tied to patients’ expectations

• Is integrally tied to the principles and practices of patient- and 

family- centered care





Patient Experience Journal (PXJ)
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Short discussion & experiences

1. How many of you have been conducting interviews or other 

field studies with potential users? 

2. How many have experiences in involving patients in studies? 

3. Have anyone been conducting studies that include personal 

health related data? 



Involving potential users in design and 

evaluation

Why? 

• Understanding and specifying the context of use including user’s 

need and expectations

• Conducting user-centred evaluation to improve the design 

• Designing for improved user experience

How? 

• Various methods: Interview, observation, questionnaires, user-

based testing…



Interviewing patients: 

Experiences from two 

research projects

Lapsus: 

PATIENT-CENTRED AND 

EXPERIENCE-DRIVEN 

DEVELOPMENT OF 

HEALTHCARE SERVICES -

Renewing Children's Hospital 

for Families

(2015-2018)

lapsus.cs.aalto.fi/



Interviewing patients: 

Experiences from two 

research projects

eHealth in Home Dialysis:

Usability and Patient 

Experience 

(2020-2021)

www.cleverhealth.fi/en/devel

opment-of-home-dialysis/

https://www.cleverhealth.fi/en/development-of-home-dialysis/
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Interviewing patients about 

sensitive health related 

topics – things to consider

• Paper-based activities can be used to 

support discussion about the patient 

journey and care, related meaningful 

events and experiences 



Interviewing patients about sensitive 

health related topics – things to consider

• Adequately prepare for a interview

• Particularly when conducting interviews with remote 
participants

• Building rapport and trust is important

• But is more difficult when conducting interviews with remote 
participants

• Noticing and reacting on participant’s emotional struggles 

can be difficult 

• Particularly when conducting interviews with remote 
participants



Interviewing patients about sensitive health 

related topics – things to consider

Interviewing patients remotely

• Participants may feel less committed to participate to remote 

sessions

• Participants may feel anxious when using videoconferencing 

arrangements

• Preparing for possible distractions

• Conducting interviews remotely introduces new concerns

• These should be carefully addressed already when planning 
the study and before requiting the participants



Aalto: Research Ethics Committee
https://www.aalto.fi/en/services/research-ethics-committee

https://www.aalto.fi/en/services/research-ethics-

committee

Personal 

data 

…concern

ing health

https://www.aalto.fi/en/services/research-ethics-committee
https://www.aalto.fi/en/services/research-ethics-committee
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Clinicians’ perspective on health information 

technology and eHealth services

• eHealth services have the potential to support patient 

empowerment, self-care, and management

• Healthcare professionals may perceived such services and 

patients’ more active role as threat to professional autonomy

• Professionals are concerned about patients’ willingness and 

capabilities to use eHealth services

• Health professionals are in a key role in supporting and 

engaging patients in use of new eHealth services

Ref: Kujala, S., Hörhammer, I., Kaipio, J. and Heponiemi, T., 2018. Health professionals’ expectations of a national patient portal for self-

management. International journal of medical informatics, 117, pp.82-87. DOI: https://doi.org/10.1016/j.ijmedinf.2018.06.005

https://doi.org/10.1016/j.ijmedinf.2018.06.005


Clinicians’ perspective on health information 

technology and eHealth services

• Clinicians have negative experiences with their currently used 

health information systems

• Clinicians use tens of information systems, lack of integration 

between the systems is a challenges and causes additional 

work

• Usability problems of health information systems (HIS) hamper 

the efficient use and clinical work

Kaipio, J., Kuusisto, A., Hyppönen, H., Heponiemi, T. and Lääveri, T., 2020. Physicians’ and nurses’ experiences on EHR 

usability: Comparison between the professional groups by employment sector and system brand. International Journal of 

Medical Informatics, 134, p.104018. DOI: https://doi.org/10.1016/j.ijmedinf.2019.104018

Viitanen, J., Hyppönen, H., Lääveri, T., Vänskä, J., Reponen, J., Winblad I. 2011. National questionnaire study on clinical 

ICT systems proofs: physicians suffer from poor usability. International Journal of Medical Informatics, 80 (10) (2011), pp. 

708-725

https://doi.org/10.1016/j.ijmedinf.2019.104018


Conclusions

• User experience (UX), patient experience (PX), customer 

experience (CX)…

• What are the special characteristics of the potential users and 
how to take those into account in design?

• Conducting user experience research with patients

• Studies require careful planning

• Challenges related to remote interviews

• How to discuss about personal and sensitive health related
topics?

• When designing new eHealth solutions, it is important to take 

into account clinician’s viewpoint as well
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Thank you! 

Questions and comments?



This Thursday:
Data-Driven Approaches to Healthcare Research 
during the COVID-19 Pandemic

Miika Leminen
Head of Analytics and AI Development 
at Helsinki University Hospital (HUS)

https://researchportal.helsinki.fi/en/persons/miika-leminen


Participatory Workshop on Friday 
June 26, 10am - 12pm

Rethinking Human-Centred Research and Design for 
Potential Projects in Crisis
Prof. Nitin Sawhney
Department of Computer Science, Aalto University
Dr. Salu Ylirisku
Design Teacher (Senior University Lecturer) at Aalto University

https://www.aalto.fi/en/people/nitin-sawhney
https://people.aalto.fi/salu.ylirisku

