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Amgen approached us to fi nd a solution to help improve the 
quality of life of terminally ill patients in a specifi c disease area, 
where they had developed a prototype of an at-home digital tool to 
help patients manage side eff ects more eff ectively. We conducted 
fi eld research to explore this challenge with real patients in their 
current life settings, within a predefi ned geographic area to assess 
the potential need of a digital solution and the value of various 
features. 

As an outcome, we delivered a report which uncovered insights into 
the patients’ everyday life, the most valuable features (existing or 
missing), allowing us to provide our design recommendations to the 
client. The fi ndings of our report helped the client to make the best 
informed decision of what solution to pursue. 
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AmgenCase study
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Biopharma companies understand how increasingly 
important it is becoming to conduct their R&D activities 
adopting a patient centric view in order to deliver solutions to 
the public which are needed. 

Adopting a patient centric approach provides a differentiating 
factor in a clinical program. 

Experientia supports companies in their 
development by building patient-centric 
competencies within the organization, through 
co-development of personalized design thinking 
methodologies and materials, dedicated to 
specific objectives and adapted to the values, 
needs and business imperatives of each company. 

These collaterals can help disseminate the 
desired knowledge and content internally 
and communicate efficiently throughout the 
organization.

Tailor-made design thinking methodology 
and tools
We design and deliver processes and tools which 
can provide solutions for internal organizational 
challenges. Our highly interactive workshops, 
stakeholder involvement techniques, innovation 
team set-ups and co-design methods help 
educate and disseminate new competences as 
well as foster cross-department collaboration.

User experience design
UX Design synthesizes usability, accessibility and 
interaction parameters and rules into a specific 
product or service starting from the users’ point 
of view, in order to identify their concrete needs 
and to fulfill their expectations: it is basically 
the process of creating products that are able to 
provide relevant experiences to users.

Build your brand by becoming patient-centric

Linked services and methodology
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Biopharma company (client confi dential)

In order to help this international company disseminate, 
streamline and standardize their internal processes around 
journey mapping in a specifi c disease area across their aff iliate 
locations, we have tailor-made a methodology and a toolbox based 
on design thinking principles. 

The development of this personalized toolkit enables various 
teams to work independently and in a contextualized manner 
yet guided, to discover areas of improvement, new service 
opportunities and ensure a valuable and consistent outcome. 
Moreover, the physicality of this type of tool is important to 
gain momentum internally around patient-centricity and raise 
awareness around those new patient mapping processes.

Experientia Healthcare Unit 

Case study



20 Experientia Healthcare Unit 

Organizations of all sizes are striving to innovate their 
approach in terms of how they operate internally and how 
they interact externally with their customers. 

Certain unconscious mental biases are likely to exist 
and dampen innovative thinking in the long term due to 
modified perceptions.

Having extensive experience in providing 
innovative solutions to organizations in various 
sectors we see part of our role as external 
consultants to share these experiences acquired 
in other fields and provide inspiration and 
proven examples to pass on to our clients. 
We work with your organization to implement 
solutions smoothly and thoroughly.

Moreover, our work in information architecture 
provides new ways to look at data. This improved 
content visualization unlocks new opportunities 
and enables efficient ways to store, browse 
and share content, for example, via interactive 
platforms.

Market landscaping
Our market reports provide analyzes in 
benchmarking, competitor information, 
trends and best practices enabling comparison, 
inspiration and providing development 
directions. Based on desk research and using 
strategic thinking, our reports build a strong base 
for designing supportive products and service 
concepts but can also be used as stand alone 
strategic documents for internal purposes.

Information architecture 
Information architecture is a discipline which 
concentrates on organizing, structuring, and 
labeling content in a way that is easy to navigate. 
It can be applied to website structures, apps or 
any interactive content as well as databases, 
platforms or any other communication materials.

Open-up new horizons

Linked services and methodology
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In order to provide Netfl ix designer’s team inspiration for 
creativity, we were requested to conduct an extensive desk 
research to fi nd upcoming trends in the entertainment industry 
and around fi rst online interactions. Our multi-ethnic team 
and vast network of researchers were able to conduct research 
in diff erent languages covering various geographic areas and 
synthesizing insights into possible design directions. 

Having worked in these diff erent fi elds enabled our team to apply 
their knowledge gathered from previous experiences to develop 
new and innovative solutions. Synthesizing content in a systematic 
and smart way will help identify future trends and is what makes a 
market or best practices report insightful and useful.
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Netfl ixCase study
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Working together 
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Key services at a glance

Market landscaping 
Our market reports provide analyzes in 
benchmarking, competitor information, 
trends and best practices enabling comparison, 
inspiration and providing development 
directions. Based on desk research and using 
strategic thinking, our reports build a strong base 
for designing supportive products and service 
concepts but can also be used as stand alone 
strategic documents for internal purposes.

Market research in context
We are experts in contextualized information 
gathering, by conducting research following 
an ethnographic approach with tools such 
as observations, cultural probes, in-depth 
interviews with users and stakeholders.

Behavioral modeling
In order to synthesize research outcomes we use 
various user-centered techniques and models to 
represent observed behaviors such as insights, 
persona archetypes and journey mapping.

Journey mapping
From the results of our in-depth modeling 
research, which highlights key moments and 
pain points from a user’s point of view, we will 
map the journey and uncover opportunities. 
This is followed by an ideation stage where we 
co-design the right products and services to solve 
the challenges at hand and define paths for 
potential innovative journeys.

Tailor-made design thinking methodology 
and tools
We design and deliver processes and tools which 
can provide solutions for internal organizational 
challenges. Our highly interactive workshops, 
stakeholder involvement techniques, innovation 
team set-ups and co-design methods help 
educate and disseminate new competences as 
well as foster cross-department collaboration.

Information architecture
Information architecture is a discipline which 
concentrates on organizing, structuring, and 
labeling content in a way that is easy to navigate. 
It can be applied to website structures, apps or 
any interactive content as well as databases, 
platforms or any other communication materials.

User experience design
UX Design synthesizes usability, accessibility and 
interaction parameters and rules into a specific 
product or service starting from the users’ point 
of view, in order to identify their concrete needs 
and to fulfill their expectations: it is basically 
the process of creating products that are able to 
provide relevant experiences to users.

Usability testing
Usability is the extent to which a product or 
a service can be intuitively used; this is the 
reason why user testing is an important phase 
of UX design in order to refine the interactions 
between a product and its designated addressees.
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Our support services in the drug development process

•	 Support decision making for a more robust and 
patient centered Clinical Development Program 
by deepening the understanding of a given 
disease area early in the program.

•	 Provide complimentary, qualitative patient 
centered data that can support clinical data sets 
for regulatory filings.

Within Pharma there are multiple challenges faced by 
organizations of various sizes, both internally and externally.

Considering the phases of drug development and beyond, 
as well as all the support functions our methodologies and 
analyses may:

•	 Support launch preparation and post launch 
activities as the brand evolves throughout its 
lifecycle. 

•	 Help define and design targeted patient 
support programs and services.
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At the European level, we are active and 
interested in research and innovation 
frameworks focusing on innovation of health 
care services, well-being and personalized 
medicine, such as Horizon 2020 (Work Program 
on Health, Demographic Change & Well-being) 
and the Innovative Medicine Initiative (IMI). 

Research and innovation projects

Experientia plays an active role and is committed to working 
with publicly funded research initiatives. 

This type of collaboration enables us to continuously develop 
our knowledge and expertise in this burgeoning area of 
healthcare.
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Team’s expertise

Subject matter-experts
Healthcare specialists drive our healthcare strategy 
bringing in years of experience from within the industry. 

Social science specialists 
Medical anthropologists supported by user researchers 
with backgrounds in psychology or sociology help us 
understand the people we are designing for.

Business strategists and behavioral economists
Piloting our market and desk research as well as providing 
strategic insight, they help us design solutions along with 
matching markets and company imperatives.

Designers
Service designers, information architects, interaction and 
visual designers, prototypers and usability specialists bring 
their knowledge together to solve complex problems and 
design solutions with impact.

Experientia is built on its variety and blend of inhouse talents. 
Valuing a multidisciplinary approach, our teams rely on 
4 types of personalities:
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At Experientia we value participatory methods and a 
multidisciplinary approach. We apply this vision also to 
ourselves and to our processes. 

Our work shapes part of the complex ecosystem of 
the human community and we collaborate with our 
partners in healthcare to drive innovation.

In order to deliver turnkey projects and solutions to our 
clients we typically work with IT solution developers 
and other specialized companies in the healthcare 
industry.

A collaborative attitude
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