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Summary: Decline in portal visits as corona pandemic ends

Comparative Health Portal Analysis Denmark Finland Norway and Sweden

e After two years of corona driven use, usage of portals Is reduced, but
still higher than pre-pandemic levels.

e Portal brands stay strong across countries

e Underlying data shows increased usage of non-corona related
services.

e More administrative tasks are done digitally, as they become
more available.

e Appointments, review of medication lists, renewing e-

prescriptions and access to patient journal are still some of the
most used services across all countries

e Visits and logins vary across countries based the extent of
services and information provided and whether access to information
requires login or is available on open sites.

e Thereis a broader tendency that national health portals are the

citizens user interface to a broader health information
ecosystem.
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Key information — Nordic National Health Portals

Comparison table (figures from 2022)

Name of portal/URL 4-11 sundhed.dk MyKanta/kanta.fi Helsenorge 1177.se
Year started - 2003 2007 2011 2013
Million visits 2022 (2021) 4-10, 13 87 (177) 38 (46) 116 (141) 208 (260)
Visits / logins per year per capita 13, 19 15/12 717 21/14 20/13
Portal as app 17 Yes No Yes Yes

Net Promoter Score / brand awareness 18 21 (good) SUS 72,7 (good) 41 (very good) 46 (very good)
Target group(s) 20 Residents/Healthcare Residents Residents Residents
Interactive channels available 22 Chatbot/Video : Message/Chatbot/Video Message/Chat/Video
Disease and treatment information 23 Yes - Yes Yes
Medical record from hospital / GP 24 Yes/No Yes/Yes Yes (3:4 regions)/no Yes/-
Organ donation / will expressions 25 Yes/Yes Yes/Yes Yes/- -/-
Medication record (prescriptions) 26 Yes Yes Yes Yes
Vaccines (immunizations) 26 Yes Yes Yes Yes
Laboratory test results 26 Yes Yes Yes Yes

View appointment for hospital or GP 27 Yes, only view No Yes, and partly change Yes, also change
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Million visits

4k Sundhed.dk
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Borger Fagperson sundhed’dk SegQ Menu —

7

. 75N

Sundhed.dk er din digitale indgang
til sundhedsvaesenet

Vi samler dine sundhedsdata og ggr det nemt for dig at fa overblik over din
sundhed og sygdom. Du kan ogsa bruge sundhed.dk til at s@ge efter en
behandler, finde information om sundhed og sygdom, laese om patientrettigheder
og meget mere. Log pa og fa adgang til dine egne sundhedsdata.

Fa adgang til dine sundhedsdata

UL

*Figures are updated to include traffic through mobile app



4l Sundhed.dk —most popular services
\l 4

Sundhed.dk - the five most popular
services in 2022

Patient handbook _

Borger Fagperson SUﬂdhEdo dk
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Doctors handbook - Fa adgang til dine sundhedsdata

Log pa med NemID og se de sundhedsdata, det offentlige har registreret om dig. | din sundhedsjournal
finder du de seneste oplysninger registreret om dig vedrgrende behandlinger, medicin, lzzagemiddelallergier,
laboratoriesvar m.m. Du har ogsa mulighed for at registrere din holdning til organdonation eller oprette et
behandlingstestamente.

Medicine card -
m 2022 | | -
EF Sundhedsjournalen > E—} Registreringer
Labo rato ry reS u |tS (CO ro n a | sundhedsjournalen kan du se sundhedsdata, som sundhedsvaesenet har Under registreringer kan du til- og afmelde dig som org
. . registreret om dig. Se blandt andet din journal fra sygehuset, dine behandlingstestamente, se status pa screeningsforlgb,
teSt resu ItS N CI u d ed) provesvar, dine henvisninger, dit medicinkort og en oversigt over, hvornar fuldmagt til at se dine sundhedsdata eller privatmarker
du har besggt din laege, speciallge, tandlage, fysioterapeut m.fl. journal fra sygehus.
Aftaler > Landspatientregistret > Fuldmagt > Screening for bl
P atl e nt J O u rn al . Billedbeskrivelser > Mine konsultationer > Livs-/Behandlingstestamente > Organdonation

0 10 20 30 >

millions
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Million visits

-I- Kanta.fi
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Annual visits* to Kanta (millions)

2016

2017

2018

2019

2020

2021

2022

Kansalaiset Sote-ammattilaiset Jarjestelmadkehittajat Pasvenska InEnglish Ot

KO n [G Kirjaudu Omak

# Ohjeet ja asiointi v Tietojen kaytto ja turvallisuus ~  Tuki v Ajankohtaista v Tietoa ja hyodyt

A Hairiotiedote 01.03.2021 - Kuva-aineistojen arkistossa on havaittu hairic 1.3.2021 Lue lisaa

w

Ajankohtaista

Omat terveystiedot nakyv
Omakannassa - tiedot 10y
22/02/2021, Tiedote

Kanta on kaikkia'warten

' & Kela, STM ja THL: Sahkdis

Kanta-palvelujen kautta tietojasi kasitellaan Iugtg_;tgyastl ja \ tulevia tietoja tasmennett
turvallisesti terveydenhuollossa. Omakannastanaet omat ' i

terveystiedot ja reseptit.
Katsaus Kanta-vuoteen 2|

- s . korostui
Tiedot Kannassa ( Tietosuoja ja ~turva : : 16/02/2021, Tiedote

Omakanta motivoi Maritta
elamantapoihin
15/02/2021, Blogi

Katso lisaa tiedotteita (>

*The graph shows “visits” to Kanta.fi. Note that first “logins” were in 2011.



-I- MyKanta — most used services*

Kanta - the most used services 2020 to
2022

Kansalaiset Sote-ammattilaiset Jarjestelmakehittajat P svenska  In English

KO ntga Kirjaudu O

# Ohjeet ja asiointi ~ Tietojen kaytto ja turvallisuus ~ Tuki v Ajankohtaista ~ Tietoa ja hyodyt ~

E = p reSC rl ptl O n re n ewal y _ A\ Hairictiedote 01.03.2021 - Kuva-aineistojen arkistossa on havaittu hairio 1.3.2021 Lue lisaa

annual

Kansalaiset > Ohjeetja asiointi > Tiedot Kannassa > Reseptit

. Onnist
OHJEET JA ASIOINTI Re se pt It houssaslion

Tiedot Kannassa v Laakkeen maaraaja maaraa ja allekirjoittaa kaikki reseptit Reseptilaakkeen
sahkoisesti. Reseptin potilasohjeen saat paperilla, josta ulkomailta vaatii

Acting on behalf of a child
and an adUIt (unt” 3/2021 Tanevledot ,  naetladkkeiden nimet ja annosteluohjeet. Voit tarkastella i’s":;‘t’l':e“t‘;f::

omia reseptitietojasi Omakannassa. _
luovuttamiseen.

y ) ’ VIOl edot 2 Resepti on voimassa kaksi vuotta, jos voimassaoloaikaa ei ole rajoitettu. Suostumuksesi v

Omakannassa.

Keskushermostoon vaikuttavien (PKV) ja huumausainelaakkeiden reseptit ovat
. 2 O 2 2 Reseptit . voimassa enintaan vuoden. Yhden vuoden ovat voimassa myos -
potilaskohtaisten erityisluvallisten valmisteiden reseptit seka laakemaaraykset Kirjaudu Omaka
- 2 O 2 1 Reseptin uusimispyyntd sellaisille biologisille laakkeille, joille on saatavilla maarayshetkella biosimilaari.
O rgan donation testan Ient51 2020 Potilastiedon arkistoa kayttavat Reseptit tallennetaan Reseptikeskukseen

I - yksikot
C u m u atlve Reseptit tallennetaan keskitettyyn Kanta-palvelujen tietokantaan, jota kutsutaan
Sosiaalihuollon asiakastiedon Reseptikeskukseksi. Hoidon jatkuvuus ja tiedonkulku potilaan ja hoitavien
arkistoa kayttavat organisaatiot henkildiden valilla paranee, kun reseptitiedot ovat tallennettu yhteen paikkaan.
Reseptikeskus sisaltaa kaikki reseptit ja apteekkien niihin tekemat
toimitusmerkinnat, Reseptikeskuksen tietojen perusteella voit hakea laakkeesi
Suomessa mista tahansa apteekista.

. Asiointi toisen puolesta > Ailkeon makiklia vol poikks

Omakanta >

ksi

laatia puhelin- tai paperireseptin

tapa

Living wills, cumulative

0 1 2 3 4 S
Millions *Note: Based on active user input. Not cookies or traffic data.
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-l- MyKanta — four most useful functions

Kansalaiset Sote-ammattilaiset Jarjestelmakehittajat Pa svenska  In English

KG n ta Kirjaudu O

# Ohjeet ja asiointi ~ Tietojen kayttd ja turvallisuus ~ Tuki v Ajankohtaista ~ Tietoa ja hyddyt -

* Prescription renewal
* Viewing prescriptions
* Viewing test or examination results

» Viewing medical notes of my visit D ot am bt  [Rt

omia reseptitietojasi Omakannassa. reseptitietojen
luovuttamiseen.

Suostumuksesi \

A Hairictiedote 01.03.2021 - Kuva-aineistojen arkistossa on havaittu hairié 1.3.2021 Lue lisaa

Kansalaiset > Ohjeetja asiointi > Tiedot Kannassa > Reseptit

. Onnist
OHJEET JA ASIOINTI Re Se pt It heussaulion

Hyvinvointitiedot > : . ’ 2 p : . 'y
L ‘ Resepti on voimassa kaksi vuotta, jos voimassaoloaikaa ei ole rajoitettu.

Keskushermostoon vaikuttavien (PKV) ja huumausainelaakkeiden reseptit ovat Omakannassa.
voimassa enintaan vuoden. Yhden vuoden ovat voimassa myos
potilaskohtaisten erityisluvallisten valmisteiden reseptit seka laakemaaraykset Kirjaudu Omaka
Reseptin uusimispyyntd sellaisille biologisille laakkeille, joille on saatavilla maarayshetkella biosimilaari.

Potilastiedon arkistoa kayttavat Reseptit tallennetaan Reseptikeskukseen
yksikot

Journal of Medical Internet Research - Patients' Experiences of Web-Based e
Access to Electronic Health Records in Finland: Cross-sectional Survey

arkistoa kayttavat organisaatiot henkildiden valilla paranee, kun reseptitiedot ovat tallennettu yhteen paikkaan.

Reseptikeskus sisaltaa kaikki reseptit ja apteekkien nithin tekemat
toimitusmerkinnat, Reseptikeskuksen tietojen perusteella voit hakea laakkeesi

Omakanta >
Suomessa mista tahansa apteekista.

Asiointi toisen puolesta

aakkeen maaraaia voi poikkeustapauksi laatia puhelin- tai paperireseptin
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https://www.jmir.org/2022/6/e37438

Million visits

‘ln Helsenorge
N [ 4

Annual visits to Helsenorge (millions)
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‘ln Helsenorge — most popular services
N [ 4

Helsenorge - the five most popular
services 2020 to 2022

Medication - iy oside
Appointments -
Legemidler
- Her finner du en samlet oversikt over dine resepter pa legemidler
Laborato ry resu It (COVId) h o 2022 og andre varer. Opplysningene hentes fra reseptformidleren og

w2021 din kjernejournal, hvor du ogsa kan se logg over bruk.

2020

. . § Logg inn for a se dine legemidler
Patient journal - E| Loee g

Om tjenesten

= meny Q seok

- = =
om
~r

oQ »
m ®

@ Bokmal English

Her vises dine resepter og informasjon om utleverte legemidler, naeringsmidler og

DIDIUIKSITIAIE!N O

Exemption cards and
deductibles

0 10 20 30
Millions

* “Messages” was not part of the 2020-report as a messages was not considered as a “service” in itself at that time.
After a reconsideration we have decided to include it to show how this functionality develops over the years.

‘=i Directorate of e-health



Million visits

am 1177
A\l 4
Annual visits to 1177 (millions)
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Liv & hdlsa Barn & gravid Olyckor & skador Sjukdomar & besvar Behandling & hjalpmedel Sa fungerar v

Coronaviruset i Regi
Blekinge

Vi maste alla hjalpa till for att minska spr
coronaviruset. Hall avstand, tvatta hande
hemma om du ar sjuk. Tillsammans skyc

SAMLAD INFORMATION OM COVID-19

COVID-19 - OTHER LANGUAGES VACCI

-
-~

P o




a4l 1177 —most popular services
\} 4

1177 - the five most popular services
2020 to 2022

_ =y REGION PTgr
ll // | ﬁ\ EKINGE Valj region W Logga ir

Liv & hdlsa Barn & gravid Olyckor & skador Sjukdomar & besvar Behandling & hjadlpmedel Sa fungerar var

Patient journal

Du ar har: Start/Sa fungerar varden / Sa skyddas och hanteras dina uppgifter / Din journal

BOOked t|me Din journal Hitta pa sid

N&r du séker och fr vard dokumenteras det i en » Vadskajc
patientjournal. Det framsta syftet ar att din vard ska bli sd bra > Tillfallen r
och sdker som majligt. Genom att ldsa din journal kan du anvancas
E_prescription renewal | 2022 ocksa bli mer delaktig i din vard och behandling. > Attlisasi
- Patientj
. 202 1 All legitimerad personal inom halso- och sjukvarden maste skriva ner sina S‘:klrzr:;sosl
bedémningar, rad, atgarder och liknande i en sa kallad patientjournal. Det finns
. 20 20 aven personal utan legitimation som maste fora journal.

-+ Duharra
last din jo

Labratory tests

Vad ska journalen innehalla?
= Attsparra

Det ar patientdatalagen som reglerar hur journaler ska hanteras. Lagen styr bland journalen
annat hur journalerna ska skrivas och hur uppgifternai journalen ska skyddas.

) . = Sammant
Enligt lagen ska en patientjournal alltid innehalla féljande information:

e Den ska innehalla uppgifter om din identitet, oftast namn och > Omduar

M [
llllllllll ala alsb=lal oo alaalla wfa gttt N - [ .

Contact me

© . T N | -

20 40 60 80
Millions

In addition, there are about 3 000 articles on symptoms, diseases, treatments and proactive
healthcare and information about your legal rights as a patient

* =i Directorate of e-health



Decline In portal visits as corona pandemic ends

There are many different drivers to the visits going forward. Some of these can be:

e Still strong focus on keeping portals relevant and up
to date through new functionality and increased
access for citizens to new groups of health
professionals.

e The end of the corona pandemic leads to reduced
usage of corona related services such as Covid
self-test, chatbots, checking their lab results, Covid
certificate and self-service booking of vaccination.

e E-consultations still being used

e As before, portal developers continue to monitor

* =i Directorate of e-health

web traffic, work with search engine optimization, Ul
adaption etc.

Brand management and tracking across countries

User satisfaction and recommendations
(see Net Promoter Scores later in this report)

Still strong Government support for portals

Healthcare staff refer patients to their respective
countries’ portals for healthcare-related information



Decline In annual visits after new record in 2021 in all
countries

Annual visits to national health portals per capita*

35
30
o 25 ‘f\‘
2
; 20 )
o AN 4
hd
D 15
iz 4
10 \ il 4

2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

*Figures for Denmark are updated to include traffic through mobile app
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2022: Portal timelines and analysis

4 B Requirements for corona passport and tests were
T 4 discontinued Iin January, which resulted in a drop In visits
and logins. Visits and logins were still higher than pre-

corona — especially in the MinSundhed app. Portal visits per month 2022

. . . . . 35 000 000
The use of Covid certificates was temporarily restricted in

January. Regional restrictions and restaurant restrictions
due to the Covid pandemic ending Iin March and therefore
the use of a Covid certificates ended In practice In spring
(basis of the law 31st of May 2022). Number of logins 25 000 000
stabilized on a significantly higher level than pre-Covid.

30 000 000

20 000 000

After mandatory covid testing was discontinued in February,
both visits and logins on Helsenorge dropped. Still on a 15 000 000
higher level than before the pandemic. A new increase
through the autumn linked to seasonal cold and annual

. . . 10 000 000
Influenza. Back to more normal variations in usage of
Helsenorge.
5000000 O\
4 . Asharp decrease appeared after the third vaccination in the
Ny end of 2021/beginning of 2022. Since then the number of 0 Jan Feb Mear Apr May Jun Jul Aug Sept Oct Nov Dec
visits has stabilized on a lower level, but still clearly higher
than pre-Covid. The seasonal differences are normal during *-Norway - Helsenorge *-Sweden - 1177

rest of 2022. @Finland - Kanta @Denmark - sundhed.dk

* =i Directorate of e-health



Population

| HELSSZE AR
:Ill—norgE "KCIn'_tCI
5,6 Million
5,5 Million
i
4= sundhed. dk ) f + N77
5.9 Million | - 10,5 Million



Denmark, Finland, Norway and Sweden
all have national health portals

4 R 4]
\ A4

AR
AR 4

4=
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Denmark and Norway primarily have national services available through the
portals, although there are some regional differences in Norway.

Sweden has an extensive national content of knowledge information with the option
to add regional information. The available services through the portal differ
between the regions, since they have the autonomy to choose which services they
want to prioritize for their residents through 1177 or elsewhere on their regional

web.

In Finland, MyKanta Is the national health portal which serves citizens across
sector and municipal borders. The data Is available even If the healthcare provider
or place of residence changes. Most wellbeing services counties and private
service providers also have their own portals via which residents can access

service directories, book services etc.



Denmark, Norway and Sweden also have apps with
various functionality

ar-
Deﬂ m ark _ N T2l 100% 8
e App has a different interface and many functions WITEMORE 46 1625 |
found on portal Forny rec = meny N77
e Separate colonoscopy (TarmTjek) and Muscle / <
skeleton pain (TreenSmertenVaek) apps
Finland 5k 1177.s€
e No MyKanta app available, but portal is mobile L N .
scalable . Hel,
e 3rd party apps allowed to retrieve and insert data Bricany| : . a9 ol il o
in Kanta PHR solution om I§ hva vil du gjore: m—
N O rwa‘y o;ilosmng | i
e App has similar interface and all functions found @ e sende en melding il e
on portal
Swed en o -| Bestille en time
* App has similar interface and all functions found Furix e ——
On portal .Tabletter 40 : -

* No services outside login system
(for security reasons)

e Decision has been made on developing a more
advanced mobile app.

e Chat om
~:: Directorate of e-health * ' o koronaviruset

@ Swipe for at anmode




How well known are the portals?

Denmark
e (Citizens perception: Good (NPS*: 21(2023))
® 96% has heard of sundhed.dk (2022)
Finland
e C(Citizens perception: Good (SUS* 72,7/100 (2021))
e 83% of adults used MyKanta 2022 (92 % 2021)

Norway
e C(Citizens perception: Very good (NPS: 41 (2022))
® 95% has heard of Helsenorge (2022)

Sweden
e (Citizens perception: Very good (NPS: 46 (2022))
e 99.2% has “heard of 1177» (2022)

‘=i Directorate of e-health
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95%
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g * (see “methods” page at the end)




Visits per capita is similar between countries with similar
health portals (Norway, Denmark and Sweden)

The countries use different
methods for counting visits and
logins, but the numbers give an

25 =I= A iIndication of usage.

S uw;, A8 4 Portal structures in different

gzo 2 countries produce differences.

4]

215 14 p = 13 Finland: Kanta Services offers

% 9 = primarily services that require

5 10 logging in (MyKanta) and offers

E — limited open information pages

g > (kanta.fi) compared to the other
) portals.

Norway Denmark Sweden Finland Denmark: Traffic from mobile
m Visits ® Logins app requires log In.
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The portals’ main target group is
residents, but Denmark
also targets other groups

The national health portals are primarily
aimed at serving the countries’ residents.

In Denmark, there are also services for
healthcare professionals, such as access to
journal documents and information about
diseases and treatment (Doctor's Handbook).

There Is a broader tendency that national
health portals are the citizens user interface
to a broader health information ecosystem
used by an increasing number of health
professionals and processes within the
health sector in each country.




Women use the portals the most,
and the open information pages are
the most visited

In Finland, Sweden, and Denmark, women are
the most frequent users of the portals.

In Norway, there are no major gender
differences.

In Sweden, younger and middle-aged female
residents use the services the most, while In
Finland the services are used more by the
young and middle-aged (age 18 — 65). In
Denmark the services are used mostly by the
middle-aged and elderly.

In Norway, there are no major differences in
usage between age groups.

‘=i Directorate of e-health




Use of interactive channels of
communication with healthcare
professionals Is increasing

41m. N Norway, Helsenorge offers a platform for asynchronous

communication with GPs and other entities. Strong focus on

wy enabling citizens to communicate with health professionals
IN municipalities.

In Sweden, a brand-new service within the 1177 family was =
launched In 2023. Through the 1177 direct service (177 ol
direkt), the resident starts an automated chat dialogue and -
receives recommendations based on an extensive
database of individual requests. There is also the option to
chat or video chat with a nurse or doctor. The resident can
also request a physical appointment if needed.

an
Y

- -

. f ..

E-mail/
text message

I ’

In Denmark, during the corona pandemic, video
consultation functionality to cover psychologist,
chiropractor, physiotherapist and dental hygienist has been
developed. Video to own doctor is covered outside
sundhed.dk (MinLeege).

an
\ B 4

Video

*Asynchronous communication = e-mail, text message
**Synchronous communication = video, telephone, direct chat messaging
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Denmark, Norway and Sweden’s portals provide
Informational pages on disease and treatment

'l YIIL Ve

Ny The portals provide information about diseases,

symptoms and treatment. They are the most visited
portal pages in Denmark, Norway and Sweden.

AR 4R . .
T AT 4 Denmark and Sweden provide a list of treatment

providers, while Norway only partially offers this.

-I— Kanta in Finland does not have information about
diseases or treatment.

'l YIIL Ve

Ny w Denmark, Norway and Sweden also provide information

about patient rights on their portals.

Some of the portals also include lifestyle advice on how
to stay healthy.

* =i Directorate of e-health



All countries now offer citizens access to
their patient journals

In Denmark, patient journals are available from public
and most private hospitals. Journals from
specialists are expected to be available in 2023.

A\ 4

'I- In Finland, the entire journal is available through the
portal from public and private health care.

AR L . .

N[p [N Norway, hospital journals are available in three out
of four health regions through national portal.

4R . . .

wp In Sweden, journals are available, but each region

decides what information is shown, and therefore the
content varies from region to region.

‘=i Directorate of e-health



Donor cards are available in Denmark, Finland and Norway

S+

4R
AN 4

‘=i Directorate of e-health

Donor cards are available in Denmark, Finland
and Norway.

In Sweden, 1177 links to Swedish National
Donor Register.

Denmark and Finland also provide
documentation of advance directives, which
allow residents to decide in advance whether
they want to receive life-prolonging treatment or
resuscitation in the event of cardiac arrest.

Side 26



Information about prescriptions is available in all
countries. Overviews of medications and vaccines vary

edication 8 vaccines & Laboratory

Overview of Vaccination status is available. Yes
y | I prescribed medication, prescribed Residents can self-register
treatments, and prescriptions two vaccines, for example vaccines

‘ l years back in time available. taken abroad but not approved by
Prescription renewal available. health care professionals.
Prescription renewal and an Vaccination status is available. Yes
overview medication is available.

A I Overview of prescriptions Vaccination status is available. Yes
L I availa_ble, but no_t a (_:omplete

overview of medications.

Prescription renewal available.

y . Overview of selected prescriptions Vaccination status is now available Yes
‘ l for all regions available. In 19 of 21 regions.
Prescription renewal available.

* =i Directorate of e-health



Overview of appointments with health services Is partially
avallable in Denmark, Sweden and Norway

Overview of booked appointments with GPs, specialists and
public hospitals. Appointments with municipal health care
avallable in some municipalities — more will be gradually added
during 2023.

-I- Overview of booked appointments or possibility to book
appointments not available.

A&  Overview of booked appointments available in some parts of the

W' health services and some health regions. Possibility to change
certain types of appointments in these regions available.

: = Access to and possibility to change booked appointments

avallable, but only at some health receptions, as each reception
decides what services they want to offer through 1177.

* =it Directorate of e-health



Further plans and development

4= sundhed.dk é ‘ {|_ MN77

¢
3.3



Further development

4B gyndhed.dk have added new functionality for
v hearing impaired residents and will add access
for health professionals in 2023.

Focus in 2023 will primarily be on
maintenance and improving stability over
developing new services.

sundhed,dk

‘=i Directorate of e-health



Further development

In Finland, the content of the patient data
archive is continuously expanded (e.g. oral
healthcare and imaging studies).

4=

Social services data will be available 2023.

Self-registering of measurement data (weight,
blood pressure, blood sugar, pulse) will also
be possible soon.

New MyKanta user interface will be introduced
In stages from the end of 2023.

Kanta

* =i Directorate of e-health Side 31



Further development

A& Helsenorge will be used as the communication

uw platform between citizens and new groups of
health professionals in the municipalities, e.g.
community health centres and care Institutions.
Already existing functionality will be used to send
and receive messages, get an overview of
appointments, receive notifications and access
relevant information.

‘=i Directorate of e-health




Further development

4B | Sweden, a brand-new service within the 1177

A family was launched in 2023. Through the 1177
direct service (1177 direkt), the resident starts
an automated chat dialogue and receives
recommendations based on an extensive
database of individual requests. There Is also
the option to chat or video chat with a nurse or
doctor. The resident can also request a physical
appointment if needed.
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Explain text, method

e This page contains background explanations to methods used in the report.

Different methods are used to measure user experience linked to portals:

Net Promoter Score (NPS):

e Net Promoter Scores are measured inside the portal (see NPS figures earlier) Net Promoter Score (NPS) is a tool to measure customers likelihood to recommend a company, a product,
or a service to a friend or colleague.

e (-100-0): Bad
e (0-30): Good
e (30-70): Very good
e (70-100) : Excellent

SYSTEM USABILITY SCALE (SUS) 0 - 100:

The System Usability Scale is the most frequently used questionnaire for measuring the subjective usability of eHealth apps. In Finland patients received an invitation to complete the
guestionnaire when they logged out of the MyKanta. Adjective rating scale according Bangor et al. Full article: An Empirical Evaluation of the System Usability Scale (tandfonline.com)

1% Quartile 2nd  3rd 4th
Cces I 5 I
RANGES NONNNRNNNNN
ACCEPTABILITY NOT ACCEPTABLE MARGINAL ACCEPTABLE
NGRS | N NN, HIGH YA/l
ADJECTIVE WORST BEST

RATINGS IMAGINABLE POOR OK GOOD EXCELLENT IMAGINABLE

Eos 1 oo 0 &1 %8 & 186 [ o T 1 410 %1
0 10 20 30 40 50 60 70 80 90 100
SUS Score

Cookie policy:
e Sundhed.dk uses cookies to collect visitor statistics. GDPR compliant in which the user actively have to give consent, default to no to tracking. Around 50 % of the users accept the use
of statistical cookies. Logins numbers are not affected by cookie, only aggregated count of numbers of logins.

e Kanta.fi: Cookies are used for collecting information about how and when the openly accessible kanta.fi web service is used. The MyKanta service gathers data about the number of
logins and logouts. The personal identification data of the person logging in to the service is not gathered. Information about a person’s behaviour or browsing history in MyKanta is not
gathered, either.
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https://www.tandfonline.com/doi/full/10.1080/10447310802205776

Explain text, method

e This page contains background explanations to methods used in the report.

To secure comparison across the countries we describe the different metrics definitions here:

_ Definition of «visits» Definition of «Logins»

Norway A visit (session) is the period of time during which a user actively uses Helsenorge. The session starts A login is counted every time a person logs in to Helsenorge. The person

when the user opens the first page and ends when the page closes or when the user has been can log in several times during the same visit, and this is then counted as
Inactive for 30 minutes. separate logins.

Sweden  Avisit (session) is the period of time during which a user actively uses 1177.se. The session starts A login is counted every time a person logs in to 1177.se. The person can
when the user opens the first page and ends when the page closes or when the user has been log in several times during the same visit, and this is then counted as
Inactive. separate logins.

Denmark A visit (session) is the period of time during which a user actively uses sundhed.dk. The visit starts A login is counted every time a person logs in to sundhed.dk. The person
when the user opens the first page, and ends when the user has been inactive for 30 minutes. If a can log in several times during the same visit, and this is then counted as
user exit and returns to the site within 30 minutes, it will still count as one visit. Based on cookie separate logins.
consent, so only tracks the visits of users who actively consent to the use of statistical cookie. Note that traffic through mobile app requires log in.

Note that traffic through mobile app requires log in and cookie consent.

Finland A visit (session) is the period of time during which a user actively uses kanta.fi (openly accessible web A login is counted every time a person logs in to MyKanta to see personal
service). The session starts when the user opens the first page, and ends when the page closes or data. The person can log in several times during the same visit, and this is
when the user has been inactive for 30 minutes. then counted as separate logins.
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