ZorgHelden
Empowering healthcare professionals
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OUR MISSION
How can we support nurses across their daily
work and beyond, within cure and care, to
help make the healthcare sector more attractive
and thus more sustainable?
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We believe...

You can’t just have a
point-of-view on the future.
You need to be proactively
designing, validating and building it.

This is what D5 is all about.
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D5 is Market Gravity’s open innovation effort, in which
we explore new industries, markets or underserved
customer segments.
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Why we are doing this

The
Problem
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Dutch society is aging
18.4M
people

3.2m

Dutch seniors aged over 65 in 2018,
19% of society

4.8m

Dutch citizens will be seniors in 2060,
a 50% increase from today

17.2M
people
Age 65+

Age 0–65

2018

2060

Source:CBS
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In the Netherlands, 1 out of 7
people work in healthcare today
This number needs to increase to 1 out of 4 by 2040
to support the aging Dutch population1

Source:1) Ministerie van Volksgezondheid, Welzijn en Sport; Actieprogramma Werken in de Zorg - Ministerie van Volksgezondheid, Welzijn en Sport
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The shortage of nurses is increasing

43,000

vacancies in healthcare in 20181

190,000

extra healthcare professionals are expected
to be needed in 2018-20222

13%

of healthcare professionals
thinks about leaving healthcare3

Source: 1) CBS 2) Ministerie van Volksgezondheid, Welzijn en Sport; Actieprogramma Werken in de Zorg - Ministerie van Volksgezondheid, Welzijn
en Sport 3) V&VN; Rapport Arbeidsmarkt - V&VN (2019)
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High work pressure is expected to
increase due to employee shortages

69%

of healthcare professionals thinks workload
has increased compared to last year1

Source: 1) V&VN; Rapport Arbeidsmarkt - V&VN (2019)
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77%

of healthcare professionals say that employee
shortages affect their health and private life1

Currently 13% of Dutch GDP is spent yearly on healthcare costs

€95 billion

2

If things don’t change, this will increase to

31% in 20401
Source: 1) CPB; Toekomst voor de zorg – CPB (2013) 2) Zorgwijzer; Stijging zorgkosten in 2017 en 2018 – Zorgwijzer
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Our team
We worked together in
a multi-disciplinary team
of designers, strategists,
and researchers
collaborating with
over 50 academics,
healthcare professionals
and experts from the
health industry
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and our process
In 5 weeks, we interviewed,
co-created, designed, and
prototyped together with
healthcare professionals from
all across the Netherlands
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We immersed ourselves
in the lives of nurses

Insights &
opportunities
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10

>100

Concept
spaces

Ideas

6

4

Concepts

10

Care
institutions
visits

Hospitals

5

Co-creation
sessions

2

Care context

25

Nurses

47

Interviews

22

Other health experts

This journey is documented on www.d5zorghelden.com
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Insights & opportunities
At work
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Beyond

Admin gets in the
way of delivering
care

Patients are
increasingly
informed and
demanding

Others don’t know
how rewarding it
can be

We need to be
heads on in addition
to hands on

It’s a balancing act,
work and life

How can we reduce admin
for nurses?

How can we enable
nurses and patients to
work together?

How can we introduce
the new generation to
healthcare?

How can we support
nurses to stay and thrive in
healthcare?

How can we help nurses
improve their lives outside
of work?

Nurses are defined by their commitment to patients, no matter the context
Emma
Hospital

Sophie
Nursing home

Brian
Home care

Schedules her
life between
night and
weekend shifts.

Studies while
working 3 days
per week at a
nursing home.

Works
independently
and has a
strong sense of
autonomy.

Juggles and collaborates to plan, deliver, and
document care. Develops shorter relationships with
patients due to high turn over.

Works with a colleague to care for eight patients
per shift. Develops longer term relationships with
patients.

Drives to his patients to take care of them in their
own homes. Builds strong bonds and long term
relationships with patients. Doesn’t work night shifts.

Patient relationship

Patient relationship

Patient relationship

Low

Administrative burden
Low

Work complexity
Low

High

High

High

Low

Administrative burden
Low

Work complexity
Low

High

High

High

Low

Administrative burden
Low

Work complexity
Low

High

High

High
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What we worked out

Our
concepts
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At work

Beyond

Clippy

My Care
View

Proud To
Care

Our Sphere

Care
Heroes

A secure, smart
device that provides
simplified and
intuitive data capture
so that nurses can
focus on providing
the best care.

An app that provides
patients an overview
and the steps in their
care process. Patients
are enabled to take
a proactive role in
their care from selfmeasuring to sharing
updates with family.

A service focused
on exposing the
new generation to
healthcare. Through
an app, highschool students
are matched with
patients to complete
easy, non-nursing
tasks.

A mentoring and
coaching program
designed to
keep healthcare
professionals in the
industry by creating
a strong sense of
community beyond
the borders of
specific institutions.

A service
recognizing and
thanking healthcare
professionals for
their service to
society through
providing rewards,
benefits, and special
services tailored
to nurses and their
behaviors.
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How can we reduce administrative burden for nurses?

1

Admin gets in the way of
delivering care
“It’s a juggling act, providing the best care while
dealing with the administrative burden caused
by measuring, reporting, and spotty tech.”
– Linde, 31

Nurses face administrative burden
taking up 27% of their time1
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Nurses don’t feel that they have
enough time to deliver the
emotional side of care such as
talking to patients.
They have to constantly measure
to keep an overview of the
patient. Often, they cannot
digitalize immediately due to
interruptions or shared devices
in use.
It is frustrating to work with many
siloed systems, deal with constant
log-ins, bad user experience
of apps, and have to input
redundant or not-applicable
information about the patient at
hand.

Clippy

A secure, smart device that provides
simpliﬁed, contextual, and intuitive voice
data capture so that you can focus on
providing the best care

!



!

Complex data entry simplified

Guided, voice data capture

Boosts time savings and accuracy

Context aware and connected devices
automatically know which nurse, which patient,
and which workﬂows to trigger to optimize
workﬂows

Nurses capture measurements, follow up
actions or notes easily using voice with
guidance and confirmation from an earpiece

Data is directly inputted on the spot to the right
place in the system to save time data entry later
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How can we enable nurses and patients to work together?

2

Patients are increasingly
informed and demanding
“We cannot do anything without actively involving
patients…Healthcare today asks so many different
kinds of people for advice, but we don’t ask the
patients themselves.”
– Emma, 32

80 minutes

per shift are spent on patient’s and their families’ questions1
Source: 1) Survey from our network of nurses
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Patients are empowered by
accessibility to information about
their conditions, shifting the
power balance between them
and care providers
It is hard for care providers to
understand or verify whether
information collected by patients
is accurate or applicable to their
condition.
Nurses lose time explaining, reexplaining, and updating patients
and their families about the
patient’s condition, procedure,
etc.

MyCareView

A shared overview of your care journey in one view
Guides you from your pre- to post-clinic visit to take
action to comply, measure, and follow-up on your visit
towards a successful recovery



Play an active role from pre- to post- clinic visit

!

Your care plan visualized as a timeline

!

Inform yourself and your family about your
condition and procedure
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How can we introduce the new generation to healthcare?

3

Others don’t know
how rewarding it can be
“Often the media only looks at the bad sides of our
job. People rarely focus on the beautiful parts”
– Sven, 22

190,000

Additional healthcare professionals are expected to be
needed in 2018 – 20221
Source: 1) Ministerie van Volksgezondheid, Welzijn en Sport; Actieprogramma Werken in
de Zorg (2018)
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Nursing is not perceived to be an
attractive profession. The image
is low pay and long hours.
Helping people is rewarding. In
the nursing home and in home
care, it is rewarding to create
a long term bond with your
patients.

ProudToCare

For high-school students, work ﬂexibly & complete
easy tasks to assist nurses and patients via an app


Get your feet wet in the world of healthcare while
gaining job experience


Work ﬂexibly based on your availability after initial
screening and onboarding


Support patients and nurses on non-nursing tasks

25

How can we support nurses to stay and thrive in healthcare?

4

We need to be heads on
in addition to hands on
“Work can be a high-stress and the atmosphere is
sometimes aggressive …there is no professional help
for this.”
– Emy, 26

33%

nurses are at risk of burn-out2
Source: 1) Ministerie van Volksgezondheid, Welzijn en Sport; Actieprogramma Werken in
de Zorg (2018) 2) Burn-out dreigt bij 1 op 3 verpleegkundigen - Nursing.nl (2012)
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Workload and pressure to
process as many patients as
possible makes the job very
stressful.
Nurses experience a lack of
mentorship for career growth,
emotional support and dealing
with aggression.
Nurses might be dealing with
their own personal issues at
home, but have to continue to
deliver quality care at work.

OurSphere
Our mission is to help nurses ﬂourish in
healthcare through 1:1 mentorship, training,
and community building.
For mentees - we connect you to mentors
across the industry to share experiences and
learn from each other
For mentors – give back to the community and
get recognition for you contribution

!
!

Coaching and mentoring



Empowering community

Build mental and emotional resilience
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How can we help nurses with work-life balance?

5

It’s a balancing act,
work and life
“We are really good at taking care of others, but not as
much as taking care of ourselves.”
– Janine, 24

53%

of nurses call out for higher salary1
Source: 1) V&VN; Rapport Arbeidsmarkt - V&VN (2019)
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Nurses are challenged to balance
work-life routines and tasks, due
to irregular and busy working
schedules and low salary
No standard work week can be
socially isolating. It also takes
more effort to build healthy
routines, e.g. around sports.
Night shifts are hard on the body;
driving or biking home after a
night shift is both dangerous and
uncomfortable.
Low pay means that it’s a struggle
to find available and affordable
options for housing or last minute
childcare.

CareHeroes
Proudly offering healthcare professionals
benefits and discounts to thank you for your
contribution to society

!

Collective benefits

!

Earn additional rewards

!

Adapts to your needs
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Getting
ideas live

In the next mission we will develop detailed
propositions and commercials
Search

Solve

Ignite

Discover new opportunities and
design proposition concepts

Design the detailed proposition,
customer experience and MVP

Kick start new propositions to
market

Lovable – Will customers use it?
•

Design detailed proposition and user
experience

•

Design and test high-fidelity prototype

Profitable – Can we realize it?
•

Define commercial model and business
case

Doable – Can we make money?
•

Assess detailed capability requirements

•

Define MVP and growth path
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Thanks for reading!

Shauna Jin
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Edgar Savisaar

Isabel Meinema

Vincent Linssen

Thomas Holliday

Project Lead

Designer

Innovator

Innovator

Innovator

shjin@deloitte.nl

esavisaar@deloitte.nl

imeinema@deloitte.nl

vlinssen@deloitte.nl

tholliday@deloitte.nl

ZorgHelden video
Watch our process video by scanning the QR-code
or by going to the URL:
https://bit.ly/2CROW23
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