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WE ARE A CHANGE 
MANAGEMENT COMPANY
Trainers’ House is a change 
management company. Our 
clients use us to ensure that their 
strategies are realised more quickly 
and more productively, with a 
higher certainty of success.
Our clients trust our expert, 
customer-oriented people, our 
functional tools and our modern 
methods.
Our work is measured by the 
results clients achieve. The best 
way to achieve verifiable results is 
to get the company culture behind 
the objectives.

TRAINERS’ HOUSE

Trainers’ House was established in 1990 
and, at the end of 2016, the company 
had 96 full-time equivalent employees. 
The company’s offices are in Espoo and 
Oulu, Finland. In 2016, we completed 
assignments in 23 countries.

In 2016, Trainers’ House’s net sales 
totalled EUR 8.8 million and its operating 
profit was EUR 1.0 million, or 11.1% of net 
sales.

LONG-TERM GOALS

The company’s long-term objective is 
profitable growth.

DIVIDEND PROPOSAL

The Board of Directors propose; that no 
dividend be paid for the financial year 
2016.

SHARE INFORMATION

The shares of Trainers’ House are listed on 
NASDAQ OMX Helsinki Ltd under the symbol 
TRH1V in the technological sector.

At the end of the financial period, 
there were 106,737,062 shares in the 
company and the registered share capital 
amounted to EUR 866,743.59.

In the 2016 financial period, a total of 
46.9 million shares, or 43.9% of the 
shares in the company (29.0 million 
shares, 27.1%, in 2015), were traded on 
the Helsinki Stock Exchange for a value 
of EUR 5.4 million (EUR 1.8 million). The 
period’s highest share quotation was 
EUR 0.14 (EUR 0.13), the lowest EUR 0.07 
(EUR 0.03) and the closing price EUR 0.13 
(EUR 0.07). The weighted average price 
was EUR 0.12 (EUR 0.06). At the closing 
price on 31 December 2016, the company’s 
market capitalisation was EUR 13.9 million 
(EUR 7.5 million).

EVENTS IN 2016

We introduced the updated Pulssi  
change management system

We launched a new training programme for 
senior managers: the Change Manager’s Path

We opened an office 
in Oulu

We initiated our first digital training 
programme

MARCH SEPTEMBER

M AY N OV E MB ER

EVENTS IN 2016
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CEO’S REVIEW
WE AIM FOR SWIFT CHANGES TO EVERYDAY ACTIONS

6

Arto Heimonen
CEO

Jari Sarasvuo
Trainers’ House founder

2016 saw a turnaround after several 
difficult years. Net sales grew by 
28%. Operating profit increased to 
EUR  1.0  million. Cash flow from 
operating activities increased to 
EUR  1.7  million. At the end of 2016, 
the Group had cash and cash equivalents 
amounting to EUR  2.8  million. The 
company has no net debt.

This turnaround was facilitated by our 
clients, who have shown trust in us. I 
would like to express my gratitude to our 
clients, so many of whom have successfully 
turned their own businesses around.

The demand for change support services 
combining marketing, training and 
electronic tools is on the rise. We executed 
client projects to pilot an entirely new, 
more effective form of change support. 
The results were encouraging.

During the review period, the company 
also launched its first digital training 
programmes. Digital training provides 
clients with cost-efficiency and higher 
value. For Trainers’ House, digitalisation 
enables a lower cost of sales and, over 
the long term, the opportunity to improve 
operational profitability. We will also 
invest in digital content and marketing 
during this financial period.

Trainers’ House completely revamped the 
Pulssi change management system. The 
mobile Plussi service enables changes in 
activities to be monitored in almost real 
time. Plussi helps clients to verify whether 
critical behaviour is changing in everyday 
work. Pulssi is also a media channel that 
can be used to communicate changes 
and digital content in an inspiring way.

The company opened a new marketing 
services unit in Oulu. We will increase our 
investment in building the next generation 
of doers. We will also continue expanding 
our entrepreneur channel throughout 
Finland. This will ensure that our services 
are actively offered all over the country.

According to an international 
management study, CEOs around the 
world expect more changes to take place 
in their operating environments over the 
next three years than in the preceding 
50 years. We are receiving the same 
signal from the managers of our client 
companies. Our clients therefore have a 
genuine need to implement changes in 
an assured and agile way. Implementation 
is a critical strategic phase. There is a 
greater need for successful management 
of people and changes and the capacity 
to realise changes than ever before.

Within its client projects, Trainers’ House 
aims to improve the atmosphere and bring 
about swift changes to everyday work. 
It is essential to identify the necessary 
change to critical behaviour in customer-

facing work, as part of collaboration and in 
the area of management.

We support our clients in initiating, 
accelerating and establishing the 
desired actions. Clear priorities and 
implementation methodology are the key 
to success. A story that invites people on 
a shared adventure of learning and doing, 
combined with successful communication 
around change, are important tools for 
changing a company’s culture. The best 
way to ensure that change is successful is 
to simultaneously utilise several different 
management tools.

Trainers’ House has unbelievable 
personnel. In 2014, the company’s very 
existence was in the balance. Now, the 
company has no net debt. I would like to 
offer my humble thanks to my colleagues.

Arto Heimonen

 |        Photo: Ville Launiala © 2017
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COURAGE
in our working community means that we do 
not shy away from dealing with difficult issues.

We do the work that needs to be done to 
ensure our assignments succeed.

RESULTSSPEED

PEOPLE 

Trainers’ House is a strongly value-led company. We want our values to be 
expressed in the everyday choices made in our work. Our values help us and our clients 
to make strategy a reality. Our culture forms the core of our working community.

are our work. Proven results give our clients reason to 
continue working with us. Proven client results give us a 
sense of purpose to continue our work.

form the core of our values. We work 
with our client companies’ people 
and their everyday actions.

is an intrinsic value. We do not rush – 
we work efficiently and with great care. 
We know from experience that putting 
things off can be destructive.

GROWTH
OUR VISION

OUR MISSION

OUR STRATEGY

is our goal. We challenge ourselves and 
our clients to excel as human beings, 
professionals and businesses.

We want to be a world-class change 
management company. We employ the finest 
experts in the field, provide unique tools and 
methods and have a driving passion for guiding 
our clients successfully through change 
management.

Our mission is to help people realise and love 
a shared story so that the most important 
actions become a reality. Our success is 
measured by enthusiastic employees and 
verifiable results within the client organisation.

Our strategic foundation is to be a strong 
company in our domestic market. This can 
be gauged by cash flow and verifiable client 
results. Our second strategic focal area 
is developing products and building new 
growth concepts and new earnings models. 
The most important investments are change 
management systems and digital training 
programmes. In the third phase of our strategy, 
we will internationalise with and through our 
clients.

OUR VALUES

OUR VALUES
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THE CORE OF 
OUR WORK IS PEOPLE
We believe that encounters between people 
are a decisive factor in realising strategy. We 
help our clients bring about better encounters. 
They encourage people to do the right things 
to ensure their own success and the success of 
the company.

We work with the reality of our clients’ 
operations. We do not base our actions on 
idealistic best-case scenarios or our own 
outlooks.

JOIN TRAINERS’ HOUSE 
ON A JOURNEY OF CHANGE

ENTHUSIASTIC PEOPLE, VERIFIABLE RESULTS

 

HOW WE CREATE VALUE

10 HOW WE CREATE VALUE



THE MOST IMPORTANT 
ACTIONS REPEATED

OPERATIONAL
INDICATORS

BUSINESS
TARGETS

WHERE IT BEGINS: 
STRATEGIC GOALS & CULTURE
We help our clients to succeed in a changing world.

We tailor change projects around our client’s world 
and we carry out the project with the client.

ANALYSIS

CONCEPTUALISATION

CLARITY1. 2. ACCELERATION

SIMULATION

300-1,000 days
100–300 days30–100 days

We identify the starting point and the most important 
actions in terms of the strategy. At the same time, we 
identify factors that support success and any cultural 
barriers. 

We fine-tune the change concept and 
management system to support change.

We test and prioritise the effects of changes on 
results. We simulate various alternatives using the 
Impact Map in collaboration with managers and 
employees.

A STORY OF CHANGE
We distil and communicate a compelling 
story of change for employees and clients. Pulssi is a management system that ensures 

change. Pulssi enables change to be managed 
openly and inclusively at a weekly level. Everyone 
can see whether the agreed matters have been 
put into practice. Users obtain ideas and tips 
from other people’s actions to make changes of 
their own. Pulssi can be used to give immediate 
feedback, and managers can track the progress 
of change in real time.

PULSSI
We make sure that the most 
important actions become a reality 
on a weekly level and an individual 
level. We make the progress of change 
transparent.

OPERATIONS CENTRE
We visualise the status of progress, 
we measure results and we regularly 
support managers in implementation.

TRAINING
We strengthen the skills and 
mindsets of supervisors and 
employees.

3. ROOT-TAKING

ACTIONS TO ACTIVATE CHANGE
Our change support team regularly 
activates personnel and compiles important 
information for managers about the 
realisation of change.

MARKETING ACTIONS
The marketing actions we take for our 
clients accelerate and ensure change.

DIGITAL CONTENT
Video training and other forms of 
communication support provide ideas and 
inspiration for implementing the most 
important actions.

STATUS
We regularly provide managers with a 
status overview of customers, personnel 
and the progress of change.

THE END RESULT: 
ENTHUSIASTIC PEOPLE & 
QUANTIFIABLE RESULTS
People are our most important value, and we 
want our clients’ people to succeed. When we have 
finished our work, we verify the changes that have 
been made to the atmosphere, actions and results.

pulssi

OPEN UP THE STRATEGY FOR EVERYDAY ACTIONS

CHANGES IN ACTIONS ARE VISIBLE IN RESULTS

CULTURE
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Everyday work

Management

THE MOST IMPORTANT 
ACTIONS REPEATED
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TARGETS
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IDENTIFY THE MOST IMPORTANT ACTIONS USING THE IMPACT MAP
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OUR SERVICES 
FOR COMPANIES

In 2016, we carried out more 
than 100 in-depth interviews 
with decision-makers. We 
wanted to find out how our 
clients see our work and which 
of their needs require our 
support. Clients had plenty of 
positive things to say about our 
methodology for implementing 
and supporting change. At 
the same time, our clients 
value our people and their 
positive approach to work, 
our meticulous background 
work and our effective project-
working methods. 

We strengthen our clients’ sales 
operations and organisations by 
enhancing their leadership skills 
and improving the expertise and 
drive of their sales personnel. The 
motivation of sales personnel is 
critical in achieving good results. 
Enthusiastic salespeople always 
sell better.

MANAGEMENT OF SALES AND 
SALES PERSONNEL

IMPROVING SUPERVISORY 
WORK
We boost occupational well-
being and business processes 
by improving management and 
supervisory work. We focus on 
implementing everyday changes 
in supervisors’ work.

SERVICE CONCEPTS

The client’s experience is 
always closely connected to 
emotions. The client experience 
can be improved by designing 
services using analytical 
working processes. Our service 
design combines business 
goals, employees’ everyday 
work, systems and the client 
experience.

CLARIFYING AND 
IMPLEMENTING STRATEGY
We work together with clients 
to crystallise their strategy and 
support the implementation of 
the strategy. Practical strategy 
implementation can be deemed 
successful only when everyday 
actions support the new direction. 
When the strategy is crystal clear 
and told as a story, it is easier for 
personnel to commit to it.

We support our clients in 
changing their company cultures. 
Ultimately, the company’s 
culture is the decisive factor in 
implementing strategy.

When shared values, attitudes 
and thought processes 
support the strategy and the 
organisational structure, change 
will be quicker, better and more 
effective.

CHANGING CULTURE MAKING PRODUCTION MORE 
EFFICIENT
Most of our clients already 
know how they can make their 
operations more effective. 
We help them to implement 
this change and to measure 
and maintain the desired new 
behaviour. It must be possible 
to measure the desired change 
from week one, not at the end of 
the quarter. 

OUTSOURCING SALES AND 
MARKETING
If required, we provide our clients 
with the entire initial sales 
phase as a service. We maintain 
marketing automation solutions 
for our clients and build outbound 
functions for clients. We support 
sales staff, particularly in terms 
of prospecting and contacting 
customers. We also hire out our 
staff to customers.

INTEGRATED SERVICES

Our new services combine digital 
tools with service expertise 
to carry out our clients’ 
assignments. We integrate 
the service into marketing 
automation, internal and external 
digital communications systems 
and change support systems.

OCCUPATIONAL WELL-BEING

We help our client organisations 
manage occupational well-
being, maintain their employees’ 
working capacity and support 
their physical well-being. Our 
clients measure the results 
of our collaboration using 
indicators of the implementation 
of management practices, 
supervisor feedback, reductions 
in the number of absences 
due to illness and decreases in 
related costs, and improvements 
to team productivity and staff 
satisfaction.

14 OUR SERVICES FOR COMPANIES

MAKING THE MOST IMPORTANT ACTIONS

A REALITY
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TRAINING 
 FOR PROFESSIONALS

TRAINING FOR PROFESSIONALS

We launched a new training 
programme in 2016: the Change 
Manager’s Path The new 
programme is an encapsulation of 
more than 20 years of experience 
in change management. We also 
addressed our clients’ wishes and 
launched two digital training 
programmes: the Sales Training 
Programme and the Strong 
Supervisor training programme.

We at Trainers’ House believe in the 
hidden potential and opportunity 
of every employee to grow as a 
person and as a professional. As 
trainers, our task is to help people 
harness their potential and turn it 
into everyday actions and results.

The training programme covers 
the fundamentals of supervisory 
work. Supervisory work comes 
with high expectations from more 
senior and more junior colleagues. 
Over the eight periods in the 
training programme, you will be 
given basic information, tools 
and inspiration to enable you to 
succeed in your duties. 

DIGITAL STRONG SUPERVISOR 
TRAINING PROGRAMME

The Change Manager’s Path is an eight-
month programme for managers, 
supervisors and entrepreneurs. The 
training programme provides a deep 
understanding of management and the 
implementation of change, ideas and 
support as part of a group seeking growth, 
and acceleration of a selected change 
that is important to you. The programme 
includes three intensive periods, three 
whole-day training sessions, to which 
you can bring a guest, personal sparring, 
exercises on exerting influence, and fitness 
tests and guidance at the beginning and 
end of the training programme. For the 
duration of the programme, participants 
also have access to the Pulssi change 
management system.

THE CHANGE MANAGER’S PATH DIGITAL SALES TRAINING 
PROGRAMME
The programme is intended 
for salespeople who are just 
embarking on sales careers, as 
well as more experienced sales 
professionals. The programme 
enables participants to learn 
about sales work and the identity 
of a salesperson using digital 
tools, videos, materials and tasks. 
The training includes more than 
six hours of videos, more than 100 
pages of written material and 47 
tasks.

“The Digital Sales Training 
Programme has proven very 
helpful for salespeople and 
sales management. Our people 
appreciated being able to make 
progress according to their own 
timetables. All of the materials are 
electronic and it is easy and quick 
to review things. The training has 
enabled our salespeople to precisely 
evaluate their own sales work. I 
recommend including the Digital 
Sales Training Programme in 
internal meetings.”

Sami Solala, Tikon Oy

PRESENTATION SKILLS 
TRAINING PROGRAMME
The Presentation Skills Training 
Programme is intended for 
everyone whose work revolves 
around influencing people to 
achieve goals. The programme 
is suitable for managers, 
supervisors, entrepreneurs, 
salespeople and experts. The 
training focuses on helping 
every participant to convey their 
message and create the desired 
effect. Participants receive tips 
on constructing and delivering 
good presentations specifically 
for their own work, as well as a 
new and improved version of one 
presentation that is important to 
each participant. 

“I was very positively surprised. The 
training programme was practical 
and it helped me to fine-tune my 
message to decision-makers. The 
work we did on the training course 
can be applied to forthcoming 
meetings with influential people. I 
am highly satisfied that I prepared 
a presentation that I will use in the 
future, and that we made major 
improvements to it by working 
together.”

Heikki Nokelainen, Pfizer Oy

SALES TRAINING PROGRAMME

The Sales Training Programme 
is intended for anyone who does 
sales work, regardless of their 
initial level. Over three months, 
participants will learn about the 
requirements of modern sales 
work and discover how to identify 
and build sales opportunities. 
The programme provides means 
of ensuring commercial success 
in customer encounters, as 
well as in methodically guiding 
customers towards a decision. 

“I got involved because my sales 
responsibilities expanded. At 
first I was a little sceptical, and I 
wondered whether the training 
would go beyond superficial sales 
talk. The training turned out 
to be good – I obtained concrete 
methods and help in carrying 
out sales work. For me, the most 
helpful parts were the methods for 
structuring sales work and my own 
use of time. I highly recommend the 
training programme to others. The 
investment is quickly rewarded.”

Olli Jokinen, Sito Oy

SALES MANAGEMENT 
TRAINING PROGRAMME
The Sales Manager’s Training 
Programme is a five-month-long 
programme for people responsible 
for the results of a company’s 
sales work. The programme 
begins by drilling down into the 
current status of the company’s 
sales, and the training sessions 
help participants to identify 
means of accelerating growth. 
The training provides tools for 
the systematic management 
of sales, more comprehensive 
people management skills, and 
new networks with other sales 
management professionals.

“The training programme taught 
me a new way to make my own 
work more systematic and utilise 
the correct tools better than before. 
I gained new ideas and suggestions 
for tangible actions I could take in 
areas such as people management. 
I have also been able to share 
what I learnt with others in our 
company. I recommend the training 
programme to others, including 
people at smaller companies.”

Dana Pikkarainen, Sister Inc
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Puja Miraftabi
Trainers’ House

 CLIENTS 

 190
 PROJECTS 

 270
 STORIES CLARIFIED 

 211

84,250 
TELEPHONE CONVERSATIONS

20,355 
CUSTOMER MEETINGS SET UP FOR CLIENTS

483,218 
ACTIVITIES

11,880 
WEEKLY REPORTS SENT TO OUR CLIENTS

45% 
AVERAGE HIT RATE SOLUTIONS

FOR SALES AND MARKETING
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Aki Käyrä
Trainers’ House

Maija Myllymäki
Trainers’ House

Tapio Salomaa
Trainers’ House

Miia Pieniniemi
Trainers’ House

 

WE PROVIDE SALES AND MARKETING SOLUTIONS VIA OUR SUBSIDIARY, IGNIS OY, 
WHICH WAS ESTABLISHED IN 2005. AT IGNIS, WE INVEST IN THE CLIENT EXPERIENCE 
AND WORKING CULTURE. WE TRAIN PERSONNEL ON THE TRAINERS’ HOUSE GROWTH 
ACADEMY WORK AND TRAINING PROGRAMMES. WE REGULARLY MONITOR THE QUALITY 
OF OUR SERVICES. 

AUDITING 
ACTIONS
We conduct in-depth interviews 
with the desired target groups 
for our clients. When we audit the 
quality of sales, we investigate 
the successes and areas for 
improvement in terms of sales 
meetings.

We also audit management and 
supervisory work.

We are specialised in B2B 
business. We set up more than 
20,000 customer meetings 
every year. We help our clients 
to internationalise by arranging 
sales opportunities in foreign 
countries. We make sales 
processes more measurable.

Our results are based on 
understanding clients’ needs and 
skilful contact work.

ACCELERATING CUSTOMER 
ACQUISITION

TAILORED  
SOLUTIONS 
We help our clients to analyse 
markets, maintain chat services, 
make phone calls to invite people 
to events, and produce leads 
using marketing automation. 
We hire out our personnel to our 
clients for marketing actions and 
trade fairs.

CHANGE SUPPORT  
TEAMS
The change support teams work 
on our clients’ strategic project 
implementation, assuring and 
accelerating the desired change. 
The change support team looks 
after, reminds and helps the 
client by making activation 
phone calls and sharing ideas and 
information on the Pulssi change 
management system. The team 
gathers valuable information for 
managers about the progress 
of change, and communicates 
important messages from the 
management to the personnel.

PROSPECTING FOR  
DECISION-MAKERS
We help our clients to identify 
potential companies and 
decision-makers. We provide our 
clients with high-quality prospect 
lists in accordance with jointly 
defined criteria.

We also arrange prospecting 
workshops for our clients, where 
we work together to search for 
potential customers and share 
lessons on searching for decision-
makers in a high-quality way.

 |        Photo: Ville Launiala © 2017
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MAKING THE MOST 
IMPORTANT ACTIONS A 

REALITY
QUANTIFIABILITY

COMMUNITY
WEEK-LEVEL CHANGE 
MANAGEMENT

TRANSPARENCY
A STATUS OVERVIEW IN 
YOUR POCKET

INTERACTION

PULSSI
WE ARE WHAT WE DO EVERY DAY

PULSSI

In 2016 we revamped the Pulssi 
change management system. The 
core functionality remained the 
same. User experience, speed and 
stability were brought up a level.
Pulssi was built to help employees, 
working communities and 
managers to succeed in realising 
change.
Pulssi enables every employee to 
make a visible impact with their 
own efforts, work as part of a 
productive team and help other 
employees to succeed in their own 
work.

PULSSI ENSURES THAT ACTIONS 
CHANGE AT A WEEKLY LEVEL

A change in the working community only 
becomes a reality when employees’ 
behaviour changes in support of the new 
direction. Successful change requires 
every employee to participate and learn 
from their own experiences and the 
experiences of others.

Change can easily get caught up in the 
busy pace of day-to-day work. Pulssi 
enables the desired change to be managed 
openly, transparently and inclusively at 
a weekly level. Supervisors can easily 
see whether the agreed matters have 
been put into practice and they can give 
immediate feedback. Managers can use 
Pulssi to track the progress of the change 
as a whole in real time.

Pulssi is independent of its users’ job 
descriptions. Our clients around the 
world use Pulssi effectively as a tool for 
expert work, sales, supervisory work, 
customer service and managing changes 
in production.

VERSATILE MEDIA CHANNEL TO FINE-
TUNE THE MOST IMPORTANT ACTIONS

Pulssi is based on our 25 years of 
experience in implementing change. The 
app works on all smartphone platforms 
and provides a good platform for 
communicating changes. Pulssi can be 
used to share videos, images and other 
material to support change for use in the 
organisation.

OUR SATISFIED CUSTOMERS

“ Pulssi has introduced agility to communication 
and raised the level of activity significantly. 
The personnel have a stronger sense of 
community. In a large company, different 
units and business boundaries separate people 
from one another; Pulssi breaks down these 
barriers. Everyone reports in the same place 
and they can see each other’s results, which also 
generates good-spirited competition. Pulssi 
has facilitated information distribution 
throughout the entire staff and engendered an 
open culture and accountability.”

Antti Niitynpää, Lassila & Tikanoja

“ The application poses questions that challenge 
me to regularly contemplate how well I have 
done in my work in terms of promoting 
constructive working methods that create 
competitive advantage.”

Sakari Sorsimo, ABB Marine & Ports

MORE THAN 600 STRATEGIC 
IMPLEMENTATIONS ASSURED USING 
PULSSI

MORE THAN 6,000 

INDIVIDUAL USERS

 

AT LEAST 25,000 

ACTIVITIES EVERY WEEK
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MORE
OUR CLIENTS’ RESULTSFAZER FOOD SERVICES

MY RESTAURANT
Fazer Food Services, the leading provider 
of food services in the Nordic region, offers 
a diverse range of food service solutions for 
companies and industry, as well as for the 
education, care, health care and defence 
sectors. Gastronomy and sustainable 
development form the core of the business. 
There are almost 1,100 restaurants with 
6,000 passionate food experts creating 
flavour experiences in Finland, Sweden, 
Norway and Denmark.

POWER AND RESPONSIBILITY IN 
RESTAURANTS

Trainers’ House and Fazer Food Services began 
working together in autumn 2015. The aim was to 
strengthen Fazer Food Services’ culture of sales 
and service. One of the most important success 
factors was to place power and responsibility in 
the restaurants, close to customers. Fazer Food 
Services worked with Trainers’ House with the aim 
of teaching people to take ownership of their roles.

STRENGTHENING A CULTURE OF SALES 
AND SERVICE

The inspiring shared goal – “My Restaurant” – 
consisted of two themes: 30 million beneficial 
restaurant experiences and 3,300 bold and 
inspired people.

The indicators of success were the growth in 
sales by recommendation and customers’ av-
erage purchases. The focal areas were weekly 

goals, feedback, sharing successes and individ-
ual management over “Fasu” coffees, where su-
pervisors and employees discuss the work situ-
ation, goals and professional development. More 
than 5,300 Fasu coffee breaks were held in 2016.

To ensure success, the team defined the 
decisive customer encounters. They covered 
the key points in the restaurant experience. 
The people making the change, 30 of Fazer Food 
Services’ own change trainers, passed on the 
agreed matters to restaurants. Supervisors used 
Trainers’ House’s Pulssi change management 
system during the period of collaboration.

Pulssi enabled managers to obtain an overview of 
the weekly actions on the various sites. The weekly 
response rate on Pulssi was approximately 80%.

IMPROVEMENT IN ALL FOCAL AREAS

“When we initiated the My Restaurant concept, 
we knew that change does not happen in an 
instant. In 2016, we realised that customer 
encounters are the key to success. We worked 
with Trainers’ House to crystallise the phases 
involved in customer encounters, and now 
everyone is aware of this work. Additional sales 
and recommendations are making a difference 
to the figures for our company as a whole. At the 
same time, the rate of absence due to illness has 
decreased from 6.7% to 5.6%.

In 2016, almost 100 days of training enabled a 
total of 1,500 interactions on this matter in the 
working community. My Restaurant will continue 
in 2017 with training and everyday actions in 
every restaurant,” says Sari Saari, Director of 
Operations at Fazer Food Services Finland.

22 OUR CLIENTS – FAZER FOOD SERVICES

Katja Gunnelius
Trainers’ House

Sari Saari
Fazer Food Services

Anna Lydman
Trainers’ HouseAntti Kiukas

Trainers’ House

OUR CLIENTS’ STORIES
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DNA
ADDITIONAL RESOURCES FOR  
NEW CUSTOMER RELATIONSHIPS AND OPPORTUNITIES
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DNA Plc is a Finnish telecommunications 
group providing high-quality voice, data 
and TV services for communication, 
entertainment and working. DNA is 
Finland’s largest cable operator and the 
leading pay TV provider in both cable 
and terrestrial networks. For DNA, the 
key area for growth in corporate business 
is the new way of working, independent 
of time and place, facilitated by smart 
terminal devices, diverse communications 
services and rapid connections. In 
2016, DNA recorded net sales of EUR 
859 million and an operating profit of 
EUR 91 million. DNA has more than 
3.8 million subscriptions in its fixed 
and mobile communications networks. 
The Group also includes DNA Store, 
Finland’s largest retail chain selling 
mobile phones. DNA shares are listed on 
Nasdaq Helsinki Ltd.

LONG-TERM COLLABORATION

“We had previously arranged training 
programmes jointly with Trainers’ House, 
and they were so successful that we began 
discussing collaboration on customer 
acquisition.

After a series of sales management training 
programmes, we recognised that Trainers’ 
House’s customer acquisition service would 
enable use to take a step forward in sales. We 
wanted additional resources for new customer 
relationships and opportunities.

We chose Trainers’ House as our partner in 
customer acquisition because we knew that 
they had more than 100 employees working 
on customer acquisition. Trainers’ House is a 
long-term partner of ours, and they have a 
different approach from their competitors. 
It is important to us that customers and 
salespeople gain additional value from every 
meeting, working methods can be successfully 
varied if necessary, and good meetings are 
arranged for expert salespeople,” says Harry 
Sjögren, Sales Director at DNA.

SALESPEOPLE INSPIRED BY SAVING TIME

“At first, we tested the collaboration model. We 
fine-tuned it so we could set up meetings and 

we noticed that the partnership was working. 
Trainers’ House’s team made a real investment 
in building a value pledge that stands out. It 
spoke directly to

our target group. We also allowed time for our 
salespeople and Trainers’ House’s call team to 
get to know each other,” Sjögren continues.

DNA’s sales managers and the leader of 
Trainers’ House’s call team manage activities 
during weekly teleconferences. “Information 
flows quickly and we are able to react to any 
changes, whether on our side or theirs, without 
delay. Our entire sales management team is 
kept up-to-date on the progress of the work,” 
says Juha Lehtonen, Sales Director at DNA.

The brand image created during the phone call 
and the impression left on the customer are 
important factors for DNA.

“It is important that the caller knows how to 
create a situation in which the expert and the 
customer both have expectations regarding 
the meeting. Even if a meeting cannot be set 
up, the person must be left with a positive 
impression. The caller plays a key role in this. 
We consider every Trainers’ House call to be a 
marketing action for us.

Our salespeople have been particularly pleased 
with the way they have been assisted and the 
results have been amazing. The salespeople 
have been enthusiastic about the partnership 
with Trainers’ House,” Lehtonen continues.

THE PARTNERSHIP WILL CONTINUE ON 
THE BASIS OF THE RESULTS

The partnership began with in-depth work 
to build a joint operating model, and this has 
enabled good results. It has been a profitable 
investment in customer acquisition.

“Trainers’ House has arranged a large number 
of encounters for us with customer groups 
that the salespeople would not necessarily 
have been able to contact without assistance,” 
Sjögren states.

DNA’s own client experience has also been 
valuable. “They listen to our goals and deliver on 
them. It has been possible to tailor the activities 
precisely around our needs. People work with 
people. The results have given us good reason 
to continue the partnership this year,” Sjögren 
concludes.

Harry Sjögren
DNA

Marko Lehtinen
Trainers’ House

Viivi Pirilä
Trainers’ House

Juha Lehtonen
DNA

“IT HAS BEEN POSSIBLE TO TAILOR 
THE ACTIVITIES PRECISELY 
AROUND OUR NEEDS.”
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LOCALTAPIOLA 
CHANGE LED BY CUSTOMERS’ OPINIONS
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LocalTapiola’s purpose is to safeguard its 
customers’ lives and prosperity.

LocalTapiola’s vision is to offer Finnish 
people a safer and healthier life. For 
LocalTapiola’s customers, lifelong security 
means comprehensive, proactive services.

LocalTapiola Group is a mutual group of 
companies owned by its customers. It serves 
individuals, farmers, entrepreneurs, 
companies and public-sector customers. 
LocalTapiola offers non-life, life and 
pension insurance, as well as investment 
and saving services. LocalTapiola is also 
an expert on corporate risk management 
and personnel well-being.

AIMING TO MODERNISE IN  
A CUSTOMER-ORIENTED WAY

Trainers’ House began working with 
LocalTapiola’s major customers unit in spring 
2016. The goal of the assignment was to 
support the practical implementation of the 
unit’s strategy. “A key part of the strategy was 
to modernise in a customer-oriented way, and 
we selected Trainers’ House to give us a boost 
in this area,” says Matti Kiiski, Director of the 
Major Customers unit at LocalTapiola.

In the initial phase, the management of the 
major customers unit and Trainers’ House’s 
team held discussions to jointly build an 
operating and management method to 
support customer-oriented actions in the unit. 
At the same time, joint operating methods 
were defined for every role in support of the 
strategy.

SUPERVISORY WORK PLAYS  
A DECISIVE ROLE

All of the personnel in LocalTapiola’s major 
customers unit were involved in the growth 
programme. To begin with, Trainers’ House’s 
team interviewed LocalTapiola’s personnel 
and customers to clarify the starting point. 

After this background work, the supervisors 
convened to build a new, shared operating 
method. The supervisors reached a joint 
decision on what needed to change and how 
the new operating methods would ultimately 
be disseminated to every member of 
personnel. For the remainder of the personnel, 
workshops were held where Trainers’ House’s 
team and the supervisors reviewed what the 
revised strategy means for each person’s 
work.

STATUS OVERVIEW AND ACTIONS  
FROM THE CONTROL ROOM

Everyday supervisory work is the best way to 
support the implementation of strategy. To 
support senior managers, the unit began using 
a “Control Room”. The Control Room assembled 
a weekly status overview of customers and 
personnel. Based on the status overview, the 
unit’s management decided on the necessary 
measures. The management reviewed the 
weekly customer interviews in the Control 
Room, which put customer-orientation in a 
concrete form.

CUSTOMERS’ EXPERIENCES  
ON DISPLAY EVERY WEEK

A key factor for successful collaboration was 
highlighting the opinions and experiences of 
customers as a part of weekly management. 
It was equally important that the new 
activities were transparent, quantifiable and 
manageable on a weekly level.

“We reached the goals we set at the beginning 
of the partnership. This was highly professional 
collaboration. We did not abandon our goal, and 
it was important to review the critical phases 
in sufficient depth.

With the help of the growth programme, 
we have successfully supported the major 
customers unit in meeting its business 
objectives. We have made positive progress 
in terms of business results, and sales have 
improved.

We have received further examples of the 
successful handling of customer cases 
and successful teamwork. In addition, 
the international angle has widened, new 
development ideas have made their way off 
the drawing board, and our customer service 
has taken on a new role,” Kiiski concludes.

LocalTapiola has continued its weekly Control 
Room activities. 

Stefan Sippel
LocalTapiola

Jukka Ikonen
LocalTapiola

Matti Kiiski
LocalTapiola

Joakim Lindborg
LocalTapiola

Kaisu Springare
LocalTapiola

Olli Lätti
Trainers’ House

Kaisa Höijer
LocalTapiola

Seppo Lipsunen
LocalTapiola

Sanni Räsänen
LocalTapiola

Antti Aho
Trainers’ House

“WE REACHED THE GOALS 
WE SET AT THE BEGINNING OF THE 
PARTNERSHIP”
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LUMENE
MY WHEEL OF LIGHT
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In northern Finland, at the top of the 
world, the cleanest water flows and the 
natural light is unique. This is where 
Lumene’s story begins. Utilising Arctic 
elixirs from the northern nature and 
combining clean northern spring water 
with carefully selected skincare raw 
materials has been Lumene’s recipe for 
beauty for more than 40 years. This is how 
Lumene has created effective skincare and 
make-up products that highlight radiant 
beauty and restore skin to its natural 
strength, beauty and clarity, with the 
aim of providing balance and harmony 
to the body and mind.

MODERNISATION PARTNER

In autumn 2016, Lumene began a 
comprehensive brand revamp. The company 
is seeking global growth by relaunching the 
Lumene brand. The Lumene brand and story, 
logo, products and raw materials, packaging 
and the entire shop appearance will be 
revamped in 2017.

“We are relaunching the brand. At the same 
time, we are improving the quality of service 
and rapidly expanding sales, while supporting 
supervisors in their training work. We wanted 
advisers to communicate the new Lumene 
brand, story and our incredible raw materials 
to consumers,” says Tiina Mehto-Vaittinen, 
Instore Sales Manager at Lumene Finland.

Lumene has been working with Trainers’ House 
for more than two years. The collaboration 
also forms a solid basis to support the brand 
revamp.

A SALES CONCEPT TO SUPPORT  
THE BRAND

During the collaboration, Lumene and Trainers’ 
House built a coherent sales concept in line 
with the new brand. Trainers’ House trained 
Lumene’s supervisors and salespeople in 
the field to reach out to customers with the 
new story. The realisation of the change and 
customers’ reactions are monitored daily.

“We wrote a manual to support training for 
supervisors and development for advisers. 
This was a major factor in our success, and 
further material has been added to the book. 
Supervisors feel safe in their work when 
they have everything they need to train and 
instruct the people working in the field,” 
Mehto-Vaittinen continues.

SUPERVISORY WORK IS DECISIVE

“It has been valuable for supervisors to see 
their own team members develop in their jobs. 
The collaboration is considered very important, 
and the training sessions have provided a lot of 
new insights and tips for sales work. We have 
received feedback from advisers saying that 
the training sessions must continue!

Trainers’ House’s people are professionally 
skilled and inspiring, and it has been pleasant 
to work together. Ultimately, everything 
comes down to people,” Mehto-Vaittinen says.

“Our revamp has been very positively received. 
Lumene now clearly stands out from other 
brands with its Scandinavian freshness. 
Sales are affected by the customer’s 
overall experience, how consumers see and 
experience the brand. Our revamp has been 
all-encompassing and its effects go beyond 
new products and packaging,” says Anne 
Tuomikoski, Trade Marketing Manager at 
Lumene Finland.

Our advisers are highly enthusiastic about 
the revamp and they have an entirely new 
approach and attitude to sales. Trainers’ 
House’s background training sessions have 
made a major difference to advisers’ ways of 
selling products. They now have better tools 
to do their sales work and they have a deeper 
understanding of how to sell skincare regimes 
involving several products and combinations 
of products from different categories in 
line with consumers’ needs. It is important 
to spread positive enthusiasm throughout 
the sales field, as this is also transmitted to 
consumers. We have received a lot of positive 
spontaneous feedback about our revamp from 
other brands and requests from new parties to 
collaborate,” Tuomikoski says.

Mikko Hämäläinen
Trainers’ House

Pirkko Rehula
Lumene Finland

Jonna Grönbärj
Trainers’ House

Anne Tuomikoski
Lumene Finland

Tiina Mehto-Vaittinen
Lumene Finland

Riikka Henttonen
Trainers’ House

“WE HAVE RECEIVED FEEDBACK FROM ADVISERS 
SAYING THAT THE TRAINING SESSIONS 
MUST CONTINUE!”
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ABB’s Marine & Ports unit in Finland 
is based in Vuosaari (Helsinki), Hamina 
and Turku, developing electrification 
and automation solutions for the 
requirements of the marine industry. The 
unit is responsible for global development 
of solutions for the marine industry at 
ABB. The unit’s spearhead product is 
the electric Azipod® propulsion system, 
which improves the fuel economy, energy 
efficiency and manoeuvrability of vessels 
such as cruise liners, icebreakers, ro-ro 
ships and tankers.

STRENGTHENING A CUSTOMER-
ORIENTED CULTURE

The customer experience and quality are 
ABB’s key strategic focal areas. New global 
customers and developments in the field of 
shipbuilding demand modernisation to ensure 
a good customer experience. ABB Marine & 
Ports’ business has expanded significantly and 
it is a pioneer in terms of technical solutions.

“We wanted to make ABB Group’s values – 
customer orientation and quality – a part of 
our everyday work. We thought about how we 
could improve customer loyalty by investing 
in building and maintaining collaboration. We 
want to meet customers’ expectations and 
– thanks to this project – we aim to surpass 
expectations in the future. Our goal is to be 
our customers’ primary partner. Improving 
customer loyalty is a goal shared by every 
member of personnel. Results are born of 
collaboration,” says Sakari Sorsimo, Senior 
Vice President at Marine & Ports, describing 
the background to the collaboration.

SEVEN GOLDEN RULES IN CUSTOMER-
FACING SITUATIONS

The ABB Marine & Ports business executes 
projects involving a large number of the 
company’s own employees, the customer’s 
personnel and third parties. On large projects, 
the customer experience is created by several 
people working together. The Marine & Ports 
business’ project commenced with a joint 
workshop that was attended by 200 Marine 
employees in direct customer-facing roles. 
During the training, we agreed upon seven 
golden rules for situations where the customer 
experience could be influenced significantly.

To strengthen commitment to the customer 
experience, the Marine & Ports business 
began using the Pulssi change management 
system. Pulssi operates as a smartphone and 
web app for the Marine & Ports business. It 
provides tools for creating a better customer 
experience and supporting operations in 
challenging or difficult customer situations. 
Pulssi can help employees to reflect their 
own weekly successes in various customer 
situations on the “seven golden rules” and 
track their development. Due to the large 
number of projects and amount of work, only 
few critical actions are focused on at a time. It 
takes approximately two minutes to respond.

COMPETITIVE ADVANTAGE FROM 
CUSTOMER EXPERIENCE

The weekly response rate on Pulssi is 70–80% 
for personnel and 90% for the business 
management group. This level has been 
achieved through systematic management 
and communication – by clarifying the shared 
goal.

“The application poses questions that chal-
lenge me to regularly contemplate how well 
I have done every week in my work in terms of 
promoting constructive working methods that 
create competitive advantage,” says Sorsimo, 
describing the tangible impact of Pulssi.

“The seven golden rules have enabled us to 
further develop our methods of serving our 
customers, and this has helped to boost our 
business efficiency. We have increased the 
amount of everyday communication with 
our customers by exercising ownership and 
solution-orientation, two of the seven golden 
rules,” says Tommi Lempiäinen, Senior Vice 
President, Global Business Development at 
ABB Marine & Ports.

Joint actions have led to results, as the NPS 
figure has improved. The project to develop 
the Marine & Ports business in Finland will 
continue until 2020 in line with the business 
strategy. A development project is planned 
for execution in the global Marine & Ports 
business.

“The joint development with Trainers’ House 
has been business-oriented. The targets and 
methods used are tied to the Marine & Ports 
business’ strategy and adapted to the existing 
management framework,” says Aino Okkeri, 
Senior Vice President, HR at Marine & Ports.

ABB, MARINE & PORTS
CREATING A WORLD-CLASS CUSTOMER EXPERIENCE

OUR CLIENTS – ABB, MARINE & PORTS

“JOINT ACTIONS HAVE LED TO RESULTS,  
AS THE NPS FIGURE 
HAS IMPROVED”

Sakari Sorsimo
ABB Marine & Ports

Tommi Lempiäinen
ABB Marine & Ports

Aino Okkeri
ABB Marine & Ports
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TIKON
 ADDITIONAL RECOGNITION AND SALES
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330 MEETINGS

A- GRADE2,305  CONVERSATIONS  
PROVIDING INFORMATIONOUR CLIENTS – TIKON

Tikon Oy is Finland’s leading provider 
of financial management solutions 
for accountancy firms, medium-sized 
enterprises, foundations, associations and 
educational establishments. It has more 
than 35 years’ experience in catering to the 
needs of Finnish financial management 
professionals. Among others, 800 Finnish 
accountancy firms, including the majority 
of Finland’s largest firms, use Tikon 
every day as a tool to serve almost 80,000 
companies. Tikon Oy is part of Accountor 
Group.

TESTED OPERATING MODEL BRINGS 
SECURITY TO PARTNER SELECTION

Trainers’ House and Tikon have been working 
together with the goals of ensuring that 
Tikon uses a systematic sales process and 
accelerating sales results.

“We have tough growth targets. We are seeking 
growth from our existing customers and in 
selected new target groups. By working with 
Trainers’ House, we wanted to accelerate 
Tikon’s customer acquisition and raise 
awareness of Tikon within target groups,” says 
Sami Solala, Sales Director at Tikon.

“We selected Trainers’ House as our partner 
based on previous good results. Trainers’ 
House’s tested operating model was familiar 
to us, and I knew that they would provide us 
with a dedicated team. My own inbox was piled 
high with targets to reach and we also needed 
to reform our operating method, so it was 
sensible to outsource part of this work to a 
good partner. We decided to outsource setting 
up meetings. This freed up our time so we could 
get other things done,” Solala continues.

A COMBINATION OF DIGITAL TRAINING 
AND TRADITIONAL TELEPHONE WORK

“We set Trainers’ House some tough targets 
for customer acquisition; we wanted our 
salespeople’s calendars to be full of customer 
meetings immediately after the summer 
holidays. This enabled us to ensure that we 
would reach our autumn sales targets,” Solala 
comments.

To make Tikon’s customer strategy a reality, 
Trainers’ House’s team prospected potential 
customers for Tikon and set up meetings 
for with different target groups. “We have 
customers in several different sectors, but 
we traditionally offer financial management 
services to accountancy firms. We are the 
market leader in this area. We wanted to work 
with Trainers’ House to conquer a new target 
group.”

The collaboration also involved building call 
stories with Tikon’s salespeople. “The distilled 
stories were important to our salespeople. We 
had a moment together to think about what 
makes us stand out and how we can speak to 
customers on the phone in a valuable way.”

Alongside customer acquisition, Tikon’s 
salespeople studied modern sales work 
on Trainers’ House’s digital sales training 
programme. “I was confident beforehand 
that the training would be good. The digital 
training programme has proven very helpful for 
salespeople and sales management. It has been 
possible to implement training in the form of 
distinct packages, the training is in plain and 
clear language and there is more than enough 
material to support learning – and all of this 
can be accessed electronically. The training 
has enabled our salespeople to precisely 
evaluate their own sales work and obtain 
proposed solutions to potential bottlenecks.”

HUNDREDS OF MEETINGS AND 
INFORMATION FROM MORE THAN 2,000 
DISCUSSIONS

Trainers’ House has arranged 330 meetings 
with two different target groups for Tikon. 
The cumulative hit rate for meetings arranged 
with accountancy firms has been 34% and the 
hit rate of the new, more challenging target 
group is 20%.

“Analysing the phone calls with parties from 
the new target group was particularly useful 
for us. Thanks to weekly reporting, we have 
obtained valuable market data that we did not 
have before.”

The collaboration is due to continue on the 
condition that the targets are met.

“Trainers’ House did what it promised. I do not 
believe that we would have got this far without 
outsourcing the arrangement of meetings. 
I would like to highlight the documented 
customer data that we have received. Data 
from a total of 2,305 conversations has helped 
us to develop a better understanding of the 
market and our customers.

I would recommend the digital sales training 
programme to anybody. The content is worth 
using for purposes such as the company’s own 
internal sales meetings. The package has been 
built so well that the topics can be divided into 
themes based on phases in the sales process.

In terms of school grades, I would give our 
collaboration an A-. There is always something 
that can be improved, but I would definitely 
choose Trainers’ House as a partner again,” 
Solala says. 

Candy Mbare
Trainers’ House

Markku Tuominen
Tikon

Sami Solala
Tikon

Jonna Grönbärj
Trainers’ House

Sampsa Suvivuo
Trainers’ House

I WOULD CHOOSE  
TRAINERS’ HOUSE AS A PARTNER AGAIN

“
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“DURING THE PERIOD OF COLLABORATION, THE MEDIA SALES UNIT HAS RECEIVED 
SEVERAL AWARDS AS FINLAND’S BEST SALES TEAM”

BAUER MEDIA
A 16-YEAR JOURNEY
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Bauer Media is the largest radio company 
in Finland and Europe, operating in 
20 countries on four continents. Bauer 
Media focuses on offering consumers daily 
entertainment and the most important 
talking points. The company wants to 
offer its partners productive multimedia 
solutions combining radio, the internet 
and social media. Bauer Media owns the 
radio channels, Radio Nova, Iskelmä, 
KISS, Radio City, SuomiRock, Radio 
Pooki and Play Radio. In addition 
to operating over the airwaves, the 
channels also have a strong presence on 
their websites and on social media.

16 YEARS OF COLLABORATION

Trainers’ House has been working with Bauer 
Media for 16 years. This period has included 
two major development paths at Bauer Media: 
supervisory work and management, and 
developing commercial activities. During the 
period of collaboration, the media sales unit 
has received several awards as Finland’s best 
sales team and it has achieved excellent study 
results in the area of job satisfaction.

LONG-TERM COLLABORATION 
DEMONSTRATED BY CUSTOMER 
UNDERSTANDING

Over the last two years, Trainers’ House has 
worked with Bauer Media’s local sales unit to 
deliver the Growth 2016 and 2017 tours for 
entrepreneurs. The growth tours serve local 
entrepreneurs around Finland and discuss the 
opportunities for using radio as a medium to 
ensure growth.

“A lot of our customers were SMEs who only 
occasionally purchased advertising. We 
wanted to instil continuity and productivity in 
local companies’ marketing, and disseminate 
a mindset that marketing is an investment 
and not just an expense,” says Janne Turunen, 
Sales Director at Bauer Media.

In addition to the growth tours, Bauer Media 
has invested in supervisor training for its 
personnel, as well as national sales training. 
“Several new channels have introduced major 
changes to the market and internally within 
our company. We used Trainers’ House’s 
training programmes to help us understand 
how to approach market changes and what 
they require of us. Participants in the training 
sessions have been particularly satisfied with 
the amount of concrete detail. It is important 
to go through what everything means on a 
daily and weekly level. We were able to cascade 
the jointly agreed matters immediately,” 
Turunen continues.

GROWTH IN PARTNERSHIP

“Before the Growth projects, we had 10–15 
local entrepreneurs who used radio advertising 
all year round. Since the Growth project, this 
number has risen to over 100, and it continues 
to grow every year.

It was pleasing to notice that Trainers’ House 
was not just going through the motions 
and delivering its own speeches. They were 
heavily involved throughout the project with 
a strong team spirit, and they clearly wanted 
the project to be a success. The trainers were 
goal-oriented and they gave the whole staff a 
boost.

When it was their turn to speak, the trainers 
succeeded in communicating concisely 
and concretely. They were also successful 
in getting local entrepreneurs to see things 
differently and taking a bolder approach to 
their own businesses. An external expert has 
been a welcome presence. The collaboration 
has helped us to approach entrepreneurs 
ourselves,” Turunen concludes.

Sissi Moberg
Trainers’ House

Janne Turunen
Bauer Media

Outi Rekola
Bauer Media

Antti Kiukas
Trainers’ House
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“THE HEART-FELT ACTION MINDSET 
HAS BEEN SUCCESSFULLY INSTILLED 
IN THE PERSONNEL’S ACTIONS AND VOCABULARY.”

PIRKANMAAN OSUUSKAUPPA
40 MILLION OPPORTUNITIES
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Pirkanmaan Osuuskauppa (POK) is a 
local cooperative company that is owned 
by its customers and provides sustainable 
service as part of S Group. The cooperative 
engages in the grocery and consumer 
goods retail trade, the restaurant trade 
and the fuel and service station shop 
trade. Pirkanmaan Osuuskauppa’s 
operating principle is to provide services 
and benefits to its customer-owners. 
Pirkanmaan Osuuskauppa recorded sales 
of EUR 1 billion in 2016 and it employs 
approximately 3,000 people.

A SERVICE CULTURE REVOLUTION

Pirkanmaan Osuuskauppa updated its strategy 
in autumn 2014.

“We started with two themes: an amazing 
customer experience and a good place to 
work. The projects built around these themes 
have aimed to revolutionise our service 

culture,” says Tero Hassinen, HR Director at 
Pirkanmaan Osuuskauppa.

The collaboration between Trainers’ House 
and POK in 2015 and 2016 focused on the 
service and management culture. The goal 
of the collaboration was to accelerate the 
implementation of strategy by making the 
customer experience a matter of pride for 
personnel. POK wanted to use the positive 
customer experience to build competitive 
advantage in customer streams and sales.

Success depended on POK’s employees being 
inspired by the new culture and feeling that 
their work was becoming more meaningful. 
In terms of supervisory work, this meant 
investing in intrinsic motivation.

THE CUSTOMER EXPERIENCE AT THE 
CORE OF MANAGEMENT

We worked together to precisely define the 
operating model and management practices 
related to customer encounters. We selected 
a service ambassador for every site to ensure 
that change took place and to provide support 
to supervisors.

We built the Heart-felt Action Model to ensure 
that results were quantifiable. This involves 
supervisors and employees jointly setting 
targets for activities. Heart-felt actions are 
encounters that have a particularly positive 
effect on the customer’s experience.

“To manage the change in the service culture, 
we set up an Operations Centre. Operations 
Centre meetings are quick and efficient, 
and they involve business managers leading 
change together. We are still monitoring the 
management model, practices and health-
felt actions in Operation Centres. The training 
sections of the collaboration were important 
factors in creating and instilling management 
practices and the heart-felt action model,” 
Hassinen says.

EXCEPTIONAL EXPERIENCES FOR 
CUSTOMERS

Thanks to the collaboration, employee 
satisfaction has improved significantly: the 
TYT index has increased by as much as 2.4 
percentage points.

Pirkanmaan Osuuskauppa was one of the best 
chains in terms of customer satisfaction in 
2016.

“The amount of spontaneous positive customer 
feedback has increased. The heart-felt action 
mindset has been successfully instilled in the 
personnel’s actions and vocabulary. During 
our collaboration in 2016, 3.1 million heart-
felt actions were logged. Customers are often 
a topic of conversation for us, and people 
are pleased by their good customer actions,” 
Hassinen says.

“The senior and middle management are 
unanimous about the importance and 
promotion of this matter. The senior 
management has determinedly promoted 
the agreed matters. This is the key. Some 
managers have said that heart-felt actions 
have brought new motivation and meaning to 
their personal work. The programme’s results 
have surpassed our ideas and expectations,” 
says Timo Mäki-Ullakko, CEO at Pirkanmaan 
Osuuskauppa.

“The service culture has taken a big step 
forward. The management culture has also 
developed. Having an external party challenge 
us and set things out in steps, concretely 
driving them forward, has been a good side of 
the collaboration. Collaborating with Trainers’ 
House has been easy and effective in terms of 
what we have achieved,” Hassinen concludes.

Katja Gunnelius
Trainers’ House

Tero Hassinen
Pirkanmaan Osuuskauppa

Timo Mäki-Ullakko
Pirkanmaan Osuuskauppa
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“FROM GOOD SERVICE  
  TO ACTIVE  SERVICE”

METSÄ FOREST 
FROM GOOD SERVICE TO SALES
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Metsä Group’s provider of wood procure-
ment and forestry services, Metsä For-
est, serves forest owners and industrial 
operators who use wood. Metsä Forest 
procures all of the wood used by Metsä 
Group or Metsä Forest’s external custom-
ers – approximately 30 million cubic me-
tres per year. The services for forest own-
ers also cover forest management services 
and management of natural areas. The 
company employs more than 300 forest 
experts in about one hundred locations 
around Finland. The Metsäliitto cooper-
ative counts over 104,000 forest owners 
as its members, and collectively they own 
approximately half of Finland’s private 
forests.

FROM GOOD SERVICE TO ACTIVE 
SERVICE

Trainers’ House and Metsä Forest began 
working together in spring 2016.

“Our customer service group had previously 
concentrated on customer service, respond-
ing to customers’ requests and processing 
these requests in various channels. And we 
were good at that. We wanted to change the 
role of our customer service group so that it 
better supported sales and we wanted to stay 

in touch with certain customer groups more 
actively,” says Juha Jumppanen, SVP, Mem-
ber Services at Metsä Forest.

“The customer service group employed 
people who were not used to active sales and 
marketing work – particularly by phone. The 
goal of our collaboration was to learn skills 
and gain tools for cold calling and work more 
efficiently. On the phone, the customer service 
group needs to get down to business quickly, 
drive the conversation forwards in a service-
oriented manner and be easy for forest owners 
to talk to,” says Kalle Ikonen, Manager of 
Electronic Services at Metsä Forest.

“We asked our contacts who the best trainer for 
call centre and outbound calling is in Finland. 
Trainers’ House was highly recommended,” 
Jumppanen says of the background to the 
collaboration.

TOUGH BUSINESS GOALS

The target by which the collaboration was 
measured was to increase the customer 
service group’s proportion of sales of forest 
management services and the timber 
trade. Reaching this target would require 
higher standards of customer service, sales 
orientation and activity.

Trainers’ House’s team familiarised itself 
with the customer service group’s work and 
interviewed the group’s members and their 
internal customers, forest experts.

Based on this background work, the team 
tailored sales call training sessions for the 
customer service group and held them in 
spring and autumn 2016.

“The training sessions, led by Kirsi Vuorinen 
from Trainers’ House, clarified the customer 
service group’s role in implementing Metsä 
Group’s strategy. We went through the theory 
of sales work and created some call stories to 
facilitate phone work. Both training sessions 
also included a real call scenario where team 
members contacted forest owners and then 
engaged in sparring with professionals from 
Trainers’ House specialising in telephone work,” 
Ikonen says.

A pilot campaign was also carried out by a 
marketeer selected by Trainers’ House as 
part of the collaboration. The pilot campaign 
generated encouraging results and was 
well received by forest owners. We led the 
collaboration through regular steering group 
meetings, as well as daily and weekly reporting 
for the pilot campaign. In addition, the 
customer service group used Trainers’ House’s 
Pulssi change management system from June 
to November to share internal information, 
ensure that learning had taken place and 
reinforce the agreed actions.

RESULTS FOLLOWED ACTIONS

The atmosphere within the customer service 
group improved during the collaboration 
period, and employees began to value their 

work more highly. Both of these factors 
contributed to ensuring that the targets were 
reached. “Our experts understand that actively 
reaching out to customers by phone is valuable 
and demanding work. The number of outbound 
calls has increased,” Ikonen says.

The new campaign operating model agreed 
upon during the autumn training facilitated 
collaboration between the customer service 
group and other field personnel. The operating 
model made both groups better aware of each 
other’s work, while ensuring that customer 
data flowed efficiently.

“The expert element of the work has not 
disappeared, as a key task of the customer 
service group is to prepare deals for employees 
in the field to finalise. The collaboration has also 
played a part in influencing the forthcoming 
change in our reporting,” Ikonen continues.

“During the joint calling time on training days, 
we had a large number of conversations with 
customers. These conversations led to direct 
requests for quotes as well as a large number 
of meetings with forest owners. Our team 
experienced a tangible improvement in terms 
of calling and efficiency,” Ikonen says.

“The pilot campaign carried out by Trainers’ 
House’s marketeer was a success. It led to a 
significant number of timber transactions 
and sales of forest services, and it gave us a 
good benchmark standard for outbound calls,” 
Jumppanen concludes.

Kalle Ikonen
Metsä Forest

Janne Kolehmainen
Trainers’ House

Petteri Halonen
Trainers’ House

Arja Pallari
Metsä Forest

Marja-Liisa Riipinen
Metsä Forest

Sanna Vuorio
Metsä Forest Miia Jyrkkärinne

Metsä Forest Katri Viitanen
Metsä Forest

Aki Ylä-Mattila
Metsä Forest
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“THE COLLABORATION HAS BEEN MANAGED IN A STRONG 
AND EFFICIENT WAY. I RECOMMEND TRAINERS’ 
HOUSE AS A PARTNER”

VITA LÄÄKÄRIASEMA
A LASTING IMPRESSION

OUR CLIENTS – VITA LÄÄKÄRIASEMA42  | Photo: Ville Launiala © 2017

VITA is a medium-sized consortium of 
health service businesses from Finland, 
established in 1994. VITA includes 
VITA Lääkäriasema Oy, a medical clinic 
located in central Helsinki, and VITA-
Terveyspalvelut Oy, the company’s 
central laboratory, which provides 
services nationally.

“I SHOW INTEREST AND I MAKE 
A DIFFERENCE”

Trainers’ House and VITA Lääkäriasema began 
working together in autumn 2015.

Everything began when Trainers’ House gave 
a speech at the VITA employee development 
day. VITA is renowned for its traditionally high-
quality medical expertise.

“We have noticed that every service phase 
affects customer satisfaction, in addition to 
medical factors. We wanted to focus on the 
overall customer experience. Following the 
speech, we decided to build an entire customer 
service concept with Trainers’ House,” says 
Pirjo Immonen, Account Manager at VITA.

“We are gaining new customers and we have 
almost doubled our staff. The foundation of 
the customer experience is a sincere interest 
in the customer’s circumstances and handling 
the customer’s issues. We wanted to bring the 
customer experience to the fore,” says Heikki 
Hurme, Business Director at VITA.

INCLUSION IS KEY

“This work really was carried out together. 
The project group included our doctors, 
nurses, laboratory staff, physiotherapists, 
psychologists and representatives of the 
service centre. We wanted everyone to get 
behind the shared actions and we wanted to 
ensure that everyone’s opinions were heard,” 
Immonen comments.

We began building the customer service 
concept by interviewing customers in the 
waiting room as well as occupational health 
care personnel by phone. “There was a very 
positive approach to the interviews and 
the customers were pleased to be able to 
contribute. The occupational health care 
contact people were also keen to participate 
in comprehensive interviews,” Immonen 
continues.

The entire project group participated in 
defining the customer’s path and touchpoints. 
The most critical touchpoints in terms of the 
customer experience were selected.

“We defined the customer’s path at the medical 
centre – we thought about what happens, 
from making an appointment to arriving 
at reception, all the way to the moment 
the customer leaves the clinic. All of the 
touchpoints need to work well to ensure that 
the entire customer experience works and the 
customer is left with a good impression of us,” 
Hurme says.

We engaged in sparring with various 
professional groups on the new customer 
service model. After concept construction 
and sparring, the focus shifted to fine-tuning 
everyday actions in line with the desired 
customer experience and concept. Trainers’ 
House’s Impact Map and Pulssi change 
management system were used to help with 
everyday matters.

CHANGE MADE AS A SINGLE TEAM

“Every member of personnel is familiar with 
the concept of the customer experience and 
it is actively on our minds. The amount of 
work to improve the customer experience has 
clearly increased and we regularly go through 
customer feedback with the personnel. The 
customer experience is now also a part of 
every conversation with occupational health 
care customers.

The increased amount of positive feedback 
is particularly pleasing. The results of the 
customer satisfaction survey have been 
constantly improving. Trainers’ House has 
been actively present and committed to our 
shared actions. I have been satisfied with our 
collaboration and I tell everyone openly who we 
work with,” Immonen says.

“The collaboration has been managed in a 
strong and efficient way. I recommend Trainers’ 
House as a partner,” Hurme concludes.

Kirsi Ranin
Trainers’ House

Pirjo Immonen
VITA Lääkäriasema

Heikki Hurme
VITA Lääkäriasema

Miro Honkanen
Trainers’ House
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LASSILA & TIKANOJA
 BOOSTING THE CUSTOMER EXPERIENCE AND  
 NEW CUSTOMER RELATIONSHIPS
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9 WEEKS, 131MEETINGS, 

80% HIT RATE

OUR CLIENTS – LASSILA & TIKANOJA

Lassila & Tikanoja (L&T) is a service 
company that is transforming our con-
sumer society into an efficient recycling 
society. The company operates in Finland, 
Sweden and Russia. L&T’s net sales in 
2015 amounted to EUR  646.3  million 
and the company currently employs 8,000 
people. L&T’s shares are listed on Nas-
daq Helsinki.

PRECISION FOR MANAGEMENT 
AND A BOOST FOR STRATEGY 
IMPLEMENTATION

Lassila & Tikanoja has undergone major 
changes to its operating method and system 
in real estate services. It was necessary to 
change operating methods because Lassila 
& Tikanoja wanted to improve its customers’ 
experience of the company.

“To improve the customer experience and in-
crease productivity, we needed better man-
agement, quantifiable results and improve-
ments in employee satisfaction. We wanted 
to increase the customer activity carried out 
by our experts and ensure we were using con-
sistent operating methods on sales visits. It is 
important for customers to be able to reach 

us and to discuss matters related to develop-
ment together,” says Antti Niitynpää, Busi-
ness Director at L&T.

CAREFUL MANAGEMENT IN TIMES OF 
CHANGE

“We wanted to manage changes to our 
operating methods with precision and 
transparency. We started using Pulssi. The 
new operating methods were put in tangible 
form and divided into clear weekly actions. We 
focused on a few important matters at a time; 
we did not try to do too much at once.

Pulssi enabled us to ensure on a personal 
level that supervisors had made progress on 
the agreed matters. We receive qualitative 
information on how people are doing, and we 
can also share ideas with each other. Pulssi 
has increased the visibility of many customer 
meetings, so we are able to increase customer 
satisfaction,” Niitynpää continues.

L&T has also made use of other solutions from 
Trainers’ House. There was a desire to ensure 
a sufficient level of activity at every customer 
level. Close, active information exchange 
and joint customer conceptualisation has 
ensured that more personal care has been 
taken of customers. “This has been assured 
by several means, including care calls related 
to customer accounts. The phone calls have 
helped to clarify how L&T could serve its 

current customers even better. A further 
aim of the phone calls has been to arrange 
customer meetings. Customer surveys 
have been carried out for larger customer 
accounts. In-depth interviews have clarified 
what customers really experience. We did not 
want to use traditional electronic forms for 
the customer survey. It was more interactive 
for customers over the phone,” Niitynpää 
comments.

In addition to changing its internal operating 
practices and focusing on existing customers, 
L&T has also invested in customer acquisition. 
To acquire new customers, Trainers’ House’s 
team has arranged sales visits for L&T’s 
regional sales managers and told potential 
customers about the company’s real estate 
services. “We wanted to set up meetings more 
efficiently. We told Trainers’ House’s team whom 
we wanted to meet and they took responsibility 
for contacting these people. The partnership 
saved our regional sales managers’ time,” says 
Joni Varkka, Sales Manager at L&T.

CHANGES ARE ALWAYS CULTURAL 
CHANGES

“The collaboration helped us to understand 
that operating methods and system changes 
also constitute changes to culture – above all, 

management culture. In times of change, the 
focus inevitably shifts to internal matters, so 
it was also important to invest in customer 
relationships. Pulssi has introduced agility to 
communication and raised the level of activity 
significantly. The personnel have a stronger 
sense of community. In a large company, 
different units and business boundaries 
separate people from one another; Pulssi 
breaks down these barriers. Everyone reports 
in the same place and they can see each 
other’s results, which also generates good-
spirited competition. Pulssi has facilitated 
information distribution throughout the entire 
staff and engendered an open culture and 
accountability.

Customer satisfaction has improved over 
three six-month periods, and results have 
improved in every sub-area of the business. 
Our collaboration with Trainers’ House has been 
an important component in our success. The 
care calls carried out by Trainers’ House over 
nine weeks led to 131 meetings with an 80% 
hit rate,” Niitynpää says.

“High-quality background work has 
contributed to amazing hit rates. 188 meetings 
have been arranged with new customers and 
the hit rate was 60%. Trainers’ House has 
regularly reported to us on the progress of 
the collaboration, and the work has been well 
organised and systematic,” Varkka concludes.

Mikael Antila
Trainers’ House

Ida Makkonen
Trainers’ House

Antti Niitynpää
Lassila & Tikanoja

Max Henttu
Trainers’ House
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FUTURE CAREER
 TRAINERS’ HOUSE
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On our assignments, we support 
our clients as they make changes. 
Our teams are full of professionals 
who combine their expertise to 
create value for clients.
Our pledge is to achieve verifiable 
results for our clients. This requires 
actions to be changed and people to 
be inspired by a shared goal.
Our goal is to create legendary 
client intimacy so that the client’s 
experience of the results and 
collaboration is so good that stories 
are told about it.

CHANGE CONSULTANTS

Our change consultants are top 
professionals in the field of accelerating 
and assuring change. Their work includes 
managing, implementing and selling 
change projects. Our change consultants 
work at the heart of clients’ strategies.

CHANGE PROJECT MANAGERS

Our change project managers support the 
realisation of our clients’ change projects 
and systematically guide collaboration 
towards the targets. Our change project 
managers build a human network and 
atmosphere of collaboration.

BUSINESS SUPPORT

Business support analyses, simulates 
and recommends various alternatives to 
support change.

Our business support personnel work on 
assignments as part of a team.

MARKETEERS

Our marketeers participate in the 
Trainers’ House Growth Academy work 
and training programme. Each year, they 
set up more than 20,000 appointments 
for our clients’ sales staff and our change 
consultants. Quality is our top priority 
because every call is a brand action.

Mikko Vermas Maria Mäkelä Markku Karlsson Tea Grönfors Tuuli Välimäki Vertti Niemi Christoffer Holm Suvi Arola
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OUR WORKING COMMUNITY
We are a client-centric working 
community. and a key driver for 
every member of our staff.
In addition to our strong culture, 
we invest in a lively atmosphere 
and joint activities.
We support our personnel and 
help them to grow by providing 
systematic training, supporting 
studies and emphasising learning.

WE ALL SHARE A CLIENT-ORIENTED 
OUTLOOK

We begin and end every week together. 
We get together at least once a month to 
go through our successes and our future.

In 2016, we continued to make major 
investments in training our personnel. 
Our weekly meetings highlighted the 
competences of trainers and we focused 
very much on the future.

 
We encourage our personnel to constantly 
grow as professionals and as people. 
All of our employees have the chance 
to participate in our digital training 
programmes. At the same time, we 
provide our employees with training using 
our own personal training programmes. 
We also support independent study.

Outside of work, we share hobbies and 
occasionally parties.

Enabling our own managers to grow is 
important and we cherish our culture.

WE WANT TO MODERNISE

Ignis, our subsidiary, continued to recruit 
a large number of new personnel. We 
opened a new office in Oulu in the first 
half of 2016. By the end of 2016, Trainers’ 
House’s Ignis unit employed almost 100 
students and recent graduates in Espoo 
and Oulu.

The Trainers’ House Growth Academy 
work and training programme, which was 
built to support our work, began its ninth 
year in operation and there are already 
more than 650 alumni.

Our Entrepreneur Partner concept 
has got off to a very good start. At the 
end of 2016, Trainers’ House had four 
entrepreneur partners in various parts of 
Finland. We will continue to invest in the 
Entrepreneur Partner concept in 2017 and 
we will expand our operations to cover all 
of Finland.

We held two Trainee programmes in 2016.

The Trainee programme consists of 
intensive training and learning on the 
job in sales and project management 
positions. We will continue our Trainee 
programme in spring 2017.

At the end of 2016, we had 96 full-time 
equivalent employees.
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Miro Honkanen
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Change Consultant
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Analyst
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OUR ENTREPRENEUR 
PARTNERS
 PROVIDE LOCAL SERVICE
The core of Trainers’ House’s 
strategy is to provide our clients 
with comprehensive services in 
Finland and internationally. To 
ensure seamless service for our 
clients, we have built a network 
of Trainers’ House Entrepreneur 
Partners in Finland’s growth 
centres.

Our clients share the objective of 
improving their results. There is also a 
drive to seek profitable growth in Finland’s 
exurban municipalities. The Entrepreneur 
Partner concept, which was initiated in 
2014, aims to achieve profitable growth 
for our clients, our Entrepreneur Partners 
and Trainers’ House.

We continued to build a dense network 
of Entrepreneur Partners in 2016. The 
concept has got off to a good start. The 
entrepreneur partner activities currently 
cover the Pirkanmaa, Päijät-Häme, Häme, 
Varsinais-Suomi, Satakunta, Pohjois-
Savo, Etelä-Savo, North Karelia, South 
Karelia and Kymenlaakso regions.

We help SMEs that are looking for the next 
source of growth or want to accelerate 
growth. Our partners work locally using 
Trainers’ House’s methods, expertise and 
other support.

In 2017, we will seek a partner for 
Ostrobothnia.

Find out more about entrepreneur 
partnership on our website: 
www.trainershouse.fi

OUR ENTREPRENEUR PARTNERS

“Trainers’ House has been welcomed 
in local companies. It has been 
pleasing to see that Trainers’ House’s 
services have also received positive 
feedback in Finland’s regions.

 By working on assignments, I have 
been able to serve companies of all 
sizes and witness first-hand the 
added value we have generated for 
our clients. Our clients have thanked 
us for our reliability, advanced 
methods and tools for carrying out 
change, as well as the results we 
have achieved together.”

Juha Hakkarainen
Trainers’ House Pohjois-Savo, Etelä-Savo,

Central Finland, Kajaani, Sotkamo

Olli-Pekka Niemitalo
Entrepreneur Partner 

Tampere

Juha Hakkarainen
Entrepreneur Partner 
Kuopio

Juri Franska
Entrepreneur Partner 

Turku

Joshua Moorrees
Entrepreneur Partner 
Joensuu

Jari Kivinen
Director, Entrepreneur Partner Resources

51Photo: Ville Launiala © 2017 |OUR ENTREPRENEUR PARTNERS



5352

The strength of our subsidiary, 
Ignis Oy, is its team of enthusiastic 
and ambitious marketeers. Ignis 
currently employs more than 100 
students and recent graduates.
Their work is supported by the 
Trainers’ House Growth Academy 
work and training programme, 
which has coached young people 
towards the top of the business 
world for 10 years.

The Trainers’ House Growth Academy is a 
year-long work and training programme 
for students and recent graduates. The 
Growth Academy already has more than 
650 alumni.

Academy participants work in marketeer 
roles in Espoo, Oulu and – in 2017 – Spain. 
Their tasks include setting up meetings, 
carrying out in-depth interviews and 

participating in our clients’ marketing and 
sales events, such as trade fairs.

The training sessions provide an in-depth 
approach to business practices and 
mindsets. The training package consists 
of digital content and practical training.

TRAINING THEMES:
• Strategy and management

• Professional working skills and 
mindsets

• Value management in companies and 
growth companies

• Change management

• Wielding influence and gaining status

• Top sport in working life

• Goal-oriented work and life pledges 
and methods

• High-voltage sales

• The psychology and biology of winning

• Strategy and culture

• Everyday leadership, the philosophy of 
living in truth and productive methods

SATISFIED ACADEMY GRADUATES

“I started working at Trainers’ House 
in spring 2015 as a marketeer and a 
participant in the Growth Academy 
work and training programme. 
From the very start it was clear that 
this company is full of opportunities 
and I soon made the leap to 
Change Project Manager. Now 
I  am working with large Finnish 
companies on change projects and 
I am responsible for several projects. 
At Trainers’ House, it is possible to 
learn an enormous amount about 
different business areas and practical 
challenges in business life. Things 
that they do not even talk about at 
university.”

Katariina Rissanen, Trainers’ House

“Working at Trainers’ House and 
participating in the THGA 
training programmes provided me 
with new perspectives to add to my 
studies in accounting and finance 
at Aalto University. For example, 
at university, we went through 
investment calculations with a focus 
on numbers, but it was only when 
I started at Trainers’ House that 
I understood the role of people in 
making projects successful.

 The work experience and training 
programmes have been beneficial to 
my career. I am now a controller in 
Nokia’s support functions.”

Sampo Oksanen, Nokia 

TRAINERS’ HOUSE
 GROWTH ACADEMY
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Janne Möykkymäki
Head of Operations, Ignis

Jari Sarasvuo
Entrepreneur

TRAINERS’ HOUSE GROWTH ACADEMY

Irene Burmansson
Change Support Team

Leandro Decat
Marketeer

Julia Uutinen
Marketeer

Petteri Halonen
Senior Marketeer

Rebecca Sutton
Senior Marketeer

Janne Piiroinen
Senior Marketeer

Candy Mbare
Senior Marketeer
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Trainers’ House Plc is a public limited 
company registered in Finland 
and headquartered in Helsinki. 
The company complies with the 
applicable Corporate Governance 
Code approved by the Securities 
Market Association, with possible 
derogations. The Code is available 
in its entirety at www.cgfinland.fi. 
In 2016, the company complied with 
the Code that took effect on 1 January 
2016. The only exception to this is 
recommendation 8 of the Code, which 
states that the Board of Directors 
should include people of both sexes. In 
2016, the Board of Directors did not 
include representatives of both sexes as 
called for in recommendation 8 of the 
Code. This is because the shareholders 
decided to temporarily reduce the 
number of members of the Board of 

Directors due to the extraordinary 
corporate restructuring proceedings, 
and to nominate Board members 
who were already highly familiar 
with the company’s circumstances and 
affairs. At the same time, the women 
who had previously been members 
of the Board of Directors were not 
available. For these reasons, the 
company has temporarily derogated 
from recommendation 8 of the 
Corporate Governance Code, but 
it aims to ensure that both sexes are 
represented on the Board of Directors 
in the future.

The management of Trainers’ House 
complies with Finnish law and the Articles 
of Association, according to which control 
and administration are divided among 
the Annual General Meeting, the Board 
of Directors and the CEO. The highest 

decision-making organs of Trainers’ 
House Group are the general meeting, 
Board of Directors and CEO of the parent 
company, Trainers’ House Plc. At the 
general meeting, the shareholders 
annually approve the company’s financial 
statements, decide upon the distribution 
of profits, elect the members of the Board 
of Directors and the auditor, and decide 
upon fees for these parties. Trainers’ 
House Plc’s general meeting is convened 
by the Board of Directors.

ANNUAL GENERAL MEETING

In the Annual General Meeting (AGM), 
shareholders exercise their voting rights 
regarding company matters.

The AGM is held every year within six 
months from the end of the financial 
year. The Board of Directors calls the 
AGM and decides the time and venue 
of the meeting. The invitation to the 
AGM is announced to shareholders on 

the company website no earlier than 
three months and no later than three 
weeks before the meeting. However, the 
invitation must be delivered a minimum 
of nine days before the General Meeting 
Record Date.

The AGM elects the Trainers’ House Board 
of Directors and auditors, decides on 
their compensation and discharges the 
company’s management from liability. 
Matters to be discussed at the AGM and 
the shareholders’ right to attend are 
defined in the Companies Act, Trainers’ 
House Articles of Association and the 
invitation to the AGM. The Board of 
Directors convenes extraordinary general 
meetings when it considers it necessary 
or when it is so required by law.

The annual general meeting of Trainers’ 
House Plc was held on 23 March 2016. 
The Annual General Meeting adopted the 
company’s Financial Statements for 2015 
and discharged the members of the Board 
of Directors and the CEO from liability.

CORPORATE
 GOVERNANCE

55Photo: Ville Launiala © 2017 |

Marc Moberg
Director, Culture &

Personal Training Programmes

Janne Möykkymäki
Head of Operations, Ignis

Mikko Hämäläinen
Director, Operations, Trainers’ House 

Hannu Takala
Sales Director

Max Henttu
Director, Competences &
Digital Solutions

Katriina Juntunen
Director, Change Methods

Katja Gunnelius
Director, HR

Arto Heimonen
CEO

Saku Keskitalo
CFO

Antti Kiukas
Director, Marketing
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The CEO of Trainers’ House Plc is Arto 
Heimonen. On 31 December 2016, he 
held a total of 25,500 shares in Trainers’ 
House Plc (31 December 2015: 25,500), 
representing 0.02% of the entire share 
capital (0.02%). At the end of the financial 
period, he held a total of 1,155,000 share 
options (31 December 2015: 500,000 
share options). 340,000 of the options 
have vested (31 December 2015: 170,000). 
The CEO has a six-month notice period.

On 31 December 2016, the company’s 
other management held a total of 755,000 
share options (31 December 2015: 420,000 
share options). The management’s share 
options are governed by the same terms 

as the share options of other employees. 
280,000 of the options have vested.

On 31 December 2016, Jari Sarasvuo and 
Causa Prima Oy, a company under his 
control, held a total of 41,638,111 shares 
(31 December 2015: 41,638,111 shares) in 
Trainers’ House Plc, representing 39.0% 
(39.0%) of the entire share capital. Mr 
Sarasvuo has no share options.

On 10 June 2015, the Financial Supervisory 
Authority granted an exemption to Jari 
Sarasvuo and Causa Prima Oy as intended 
by the proposed corporate restructuring 
programme to discharge them of their 
obligation under the Securities Markets 
Act to make a purchase offer, which 

would have been compulsory when the 
debt conversion took place in November 
2015. The exemption applied to the 30% 
threshold, above which the parties would 
have been obliged to make an offer.

The company has three contribution-
based supplementary pension insurance 
policies in which the insured party is 
Jari Sarasvuo. No insurance premiums 
were paid for a Rahasto-Optimi pension 
insurance policy in 2015 or 2016, nor 
were payments made for an Yritysoptimi 
pension insurance policy. The pension 
entitlement period for all policies is from 
1 July 2010 to 30 June 2045. The policies 
also include life insurance.

No loans have been granted to the CEO or 
Board members of Group companies.

MANAGEMENT TEAM RESPONSIBILITIES

The responsibilities of the management 
team include planning and implementing 
the strategy; managing business opera-
tions; monitoring financial performance; 
annual planning; and handling invest-
ments and plans to change the compa-
ny’s operations. The management team 
convenes once a week.

MANAGEMENT
MANAGEMENT TEAM COMPENSATION

The Board of Directors determines man-
agement salaries, the principles of incen-
tive schemes and the allocation of stock 
options. The targets are set on the basis 
of the company’s financial result, sales 
targets, customer satisfaction, human re-
source development and quality targets.

See page 58 for details about the CEO and 
his shareholding in the company.

At the end of the year, the group’s 
management team consisted of the CEO 
and the CFO.

CORPORATE RESTRUCTURING

Trainers’ House Plc filed an application 
for corporate restructuring with Espoo 
District Court on 12 December 2014. A de-
cision was made to continue with the cor-
porate restructuring application during an 
extraordinary general meeting held on 20 
January 2015. Espoo District Court decid-
ed to commence corporate restructuring 
on 28 January 2015. Attorney-at-Law Mika 
Ilveskero from Castrén & Snellman Attor-
neys Ltd (“the administrator”) has been 
appointed to act as the administrator in 
the restructuring proceedings.

MANAGEMENT’S EMOLUMENTS 2016 2015

Group’s management team

Salaries and other short-term employment 

benefits
388 231,30 373 469,36

Arto Heimonen, CEO 175 547,25 174 240,00

Board members

Aktan Aarne 42 000,00 17 500,00

Hyökyvaara Jarmo 18 000,00 7 500,00

Sarasvuo Jari 18 000,00 7 500,00

Honkanen Vesa, previous member 1 500,00

Toiminen Marjaana, previous member 1 500,00

The main reason for the company’s finan-
cial difficulties has been the excessive cost 
of premises and financing in proportion to 
the company’s current turnover. This is 
due to long-term premises and financing 
agreements concluded in 2007 and 2008.

As part of the recovery measures, the com-
pany terminated the main lease agree-
ment for its former office premises at the 
recommendation of the administrator on 
14 April 2015 with two months’ notice in 
compliance with Section 27 of the Restruc-
turing of Enterprises Act. The termination 
of the office lease agreement improved 
the company’s profitability significantly.

The administrator in charge of the cor-
porate restructuring procedure submit-
ted a proposed corporate restructuring 
programme for the company to Espoo 
District Court on 3 June 2015. In the ad-
ministrator’s view, the company’s busi-
ness could be restored to a healthy state 
by taking the measures stated in the 
restructuring programme, and an ac-
ceptable and feasible restructuring pro-
gramme should be created for the com-
pany. More than 80% of the company’s 
creditors – measured in terms of capital 
– had already declared their support for 
the programme before it was submitted.

On 10 June 2015, the Financial Superviso-
ry Authority granted an exemption to Jari 
Sarasvuo and Causa Prima Oy as intended 
by the proposed corporate restructuring 
programme to discharge them of their 
obligation under the Securities Markets 
Act to make a purchase offer, which would 
have been compulsory if a debt conver-
sion had taken place in accordance with 
the proposed corporate restructuring 
programme. The exemption applied to 

the 30% threshold, above which the par-
ties would have been obliged to make an 
offer. A condition of the exemption was 
that neither Jari Sarasvuo nor Causa Pri-
ma nor anybody acting in concert with 
these parties could acquire or subscribe 
to additional shares in the company or 
otherwise increase their voting power 
in the company after the threshold had 
been surpassed.

An extraordinary general meeting of Train-
ers’ House Plc was held on 9 July 2015. In 
accordance with the proposal of the Board 
of Directors, the extraordinary general 
meeting decided to authorise the Board 
of Directors to decide on a share issue in 
accordance with the proposed corporate 
restructuring programme submitted by 
the administrator of the corporate re-
structuring proceedings on 3 June 2015.

On 20 August 2015, the administrator sub-
mitted a request to Espoo District Court 
for the approval of the restructuring pro-
gramme, and deemed all of the prerequi-
sites for the approval of the restructuring 
programme to have been met. Consent 
had also been received from the credi-
tors as required for the approval of the 
restructuring programme.

On 2 September 2015, Espoo District Court 
approved the restructuring programme 
filed by Trainers’ House Plc. The restruc-
turing programme was approved in line 
with the proposed corporate restruc-
turing programme submitted to Espoo 
District Court on 3 June 2015. As a con-
sequence of the corporate restructuring 
programme, the Group’s external debt de-
creased from approximately EUR 9.1 mil-
lion to approximately EUR 2.5 million. In 
addition, the annual costs associated 

with office premises decreased by ap-
proximately EUR 800,000.

The administrator, Mika Ilveskero from 
Castrén & Snellman Attorneys Ltd, was 
appointed by a verdict of the District 
Court to supervise the restructuring.

To implement the terms of the corporate 
restructuring programme, the company’s 
Board of Directors decided on 2 November 
2015 to execute a directed share issue to 
creditors affected by the restructuring on 
the basis of the authorisation granted by 
the general meeting on 9 July 2015.

New shares were issued to creditors who 
held normal-priority debt and were af-
fected by the corporate restructuring 
proceedings in derogation of the entitle-
ment of shareholders to subscribe to new 
shares. As part of the directed share issue, 
holders of restructuring debt subscribed 
to a total of 38,720,358 new shares in the 
company. The subscription price of the 
shares was EUR 0.08 per share and it was 
transferred in full by cancelling the debt 
that is subject to the corporate restruc-
turing process in an amount correspond-
ing to the subscription price. As a result of 
the share issue, the total number of shares 
in the company increased to 106,737,062. 
The subscription price was recorded in full 
in the company’s invested non-restricted 
equity fund. The share issue did not affect 
the company’s share capital.

The new shares, numbering 38,720,358 in 
total, were registered on the trade regis-
ter on 8 December 2015. Every share car-
ries one vote and the new shares entitle 
their holders to all of the same rights as 
existing shares. Trading of the new shares 
began on the Helsinki Stock Exchange 
(Nasdaq Helsinki) on 10 December 2015.

The execution of the corporate restruc-
turing programme continued in 2016 in 
good collaboration with stakeholders. 
The company will continue to do deter-
mined work to fulfil its obligations under 
the programme.

As a result of the revitalisation programme, 
the company’s operating profit before 
items affecting comparability was positive 
for the 2015 financial period. Strong growth 
continued in the 2016 financial period.

AUDITING

In accordance with the Articles of Associa-
tion, the Annual General Meeting appoints 
the auditors of Trainers’ House. The auditor 
must be an auditing firm approved by the 
Finnish Central Chamber of Commerce.

The 2016 annual general meeting elected 
audit firm Ernst & Young Oy as the com-
pany’s auditor. Mikko Rytilahti, Authorised 
Public Accountant, acts as the responsi-
ble auditor.

The auditor is responsible for auditing the 
company’s bookkeeping, accounts and 
governance in the year for which the audi-
tor is appointed. This responsibility ceas-
es at the Annual General Meeting following 
the appointment. The practical audit will 
consist of audits on business operations 
and corporate governance during the fi-
nancial year, and of the actual audit after 
the closing of accounts.

Auditor’s fees are paid as per invoice.

In 2016, Trainers’ House Group paid 
EUR 51,730 to the auditor in auditing fees 
and EUR 4,560 for assignments as referred 
to in Section 1.1.2 of the Auditing Act.

MANAGEMENT
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The duties of the Board of Directors 
are primarily determined in 
accordance with the articles of 
association and the Finnish Limited 
Liability Companies Act.

In accordance with the Articles of 
Association, the AGM elects three 
to eight members for the Trainers’ 
House Board of Directors. The term 
of office of the members of the Board 
expires at the adjournment of the first 
AGM following their election. The 
Board of Directors elects a chairman 
from among its members. In the 
2016–2017 term of office, there were 
three members.

Since 2007, Aarne Aktan has acted as 
Chairman of the Board. The work of 
the Board of Directors is organized in 
accordance with the charter in effect at 
the time. The members of the Board of 
Directors and their shareholdings in the 
company are described on page 60. 

DIVERSITY OF THE BOARD OF 
DIRECTORS

A diverse Board of Directors brings a range 
of different perspectives to decision-
making and high-quality work of the Board 
of Directors, while promoting effective 
supervision of the management. Trainers’ 
House aims to fill the Board of Directors 
with responsible and professionally skilled 
personnel with different professional and 
educational backgrounds, wide-ranging 

experience in different markets and 
business areas, and members of both 
sexes. In addition, it is important from 
the company’s point of view that the 
members of the Board of Directors have 
expertise in key areas with regard to the 
company’s operations and development, 
including training activities, digitalisation 
and communication. However, the final 
decision on the election of members of 
the Board of Directors is always taken at 
the general meeting.

For reasons described above, there were 
no women on the company’s Board of 
Directors in 2016. The company will strive 
to rectify this situation as quickly as it can 
and ensure the diversity of the Board of 
Directors in this regard.

MEETINGS

The Board of Directors convened 11 times 
in 2016. All of the members attended all 
of the meetings with the exception of 
the pre-agreed absence of one Board 
member, Jari Sarasvuo.

REMUNERATION

The annual general meeting of 2016 
decided to pay the Chairman of the Board 
a monthly emolument of EUR 3,500, 
and the Board members a monthly 
emolument of EUR 1,500. No separate 
meeting fees are paid.

BOARD OF DIRECTORS
The Board of Directors of Trainers’ 
House Plc appoints the company’s 
CEO and determines the CEO’s 
compensation, benefits and terms 
of employment. The CEO is not a 
member of the Board of Directors. 
The CEO is responsible for the 
company’s operational management 
in accordance with the applicable 
legislation and the instructions 
provided by the Board of Directors. 
The CEO operates under the Board’s 
authority.

The CEO is directly responsible for strategic 
planning, strategy implementation and 
any investments these necessitate, as 
well as for ensuring the legal compliance 
of accounting practices and the reliable 
organization of asset management. He is 
also in charge of the practical organization 
of bookkeeping, accounting and 
reporting. The CEO supervises all decisions 
concerning executive personnel as well as 
important operational decisions. He also 
ensures that the Group’s subsidiaries act 
in the interest of the parent company and 
follow the Group’s strategy.

The CEO, with the assistance of the 
management team, is responsible for 
day-to-day business operations. The 
management team prepares and makes 
decisions in matters falling under the 
CEO’s authority. At the end of 2016, the 
group’s management team consisted of 
the CEO and the CFO.

As of 9 January 2013, Arto Heimonen has 
acted as the CEO of Trainers’ House Plc. 
The CFO is Saku Keskitalo.

REMUNERATION

The Board of Directors approves the 
salary level offered to the CEO. In addition 
to his pay and incentive scheme, Trainers’ 
House Plc’s CEO Arto Heimonen is entitled 
to the following fringe benefits according 
to current company policy: lunch 
benefit and occupational health care in 
accordance with the company policy.

The CEO’s contract may be terminated at 
any time by either the CEO or the company. 
The notice period for termination is six 
(6) months. During the notice period, 
regardless of his obligation to work, 
the CEO is entitled to his pay and fringe 
benefits, or at the company’s discretion, 
to a monetary compensation that equals 
the taxable amount of the CEO’s pay and 
fringe benefits.

The CEO’s retirement age is stipulated 
by the law. The CEO does not have 
any pension benefits exceeding the 
Employees’ Pension Act (TyEL).

ARTO HEIMONEN
CEO

Year of birth: 1964 
Education: LL.M, eMBA, Master of Laws 
(trained on the bench)

Work experience
Trainers’ House Plc 
CEO 2013–present

Trainers’ House Plc 
CEO of Ignis Oy 2010–present 

Veikon Kone Oy 
Deputy Managing Director 2008

SEK & Grey Oy 
CEO 2006-2007

Tele Finland Oy 
CEO 2004–2005

Teliasonera and Sonera 
Vice President 2001–2004

Pohjola Group 
Marketing Director 1995–2000

Other essential positions of trust 
None

Ownership of the company 
Shares: 25,500 
Options: 1,155,000

CEO

CEO BOARD OF DIRECTORS
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JARI SARASVUO
Member of the Board since 2013

Year of birth: 1965 
Education: Studies in Economics

Main occupation:
Trainers’ House Plc 
Entrepreneur

Work experience
Trainers’ House Plc 
CEO 2008–2010

Trainers’ House Plc 
Chairman of the Board of Directors 
1990–2007

An entrepreneur 
since 1990

Other essential positions of trust 
None

Ownership of the company 
Directly and through controlled 
companies:  
41,638,111 shares

JARMO HYÖKYVAARA
Member of the Board since 2011

Year of birth: 1965 
Education: MBA

Work experience
Smartum Oy 
Chairman of the Board of Directors, 2013–present 
Member of the Board of Directors, 1995–2009, 
2011–2012 
CEO, 2003–2007

The Orange Company Oy 
Chairman of the Board of Directors, 2013–present

The Orange Capital Oy 
Chairman of the Board of Directors, 2013–present 
Member of the Board of Directors, 2011–2012

Aino Health Management Oy 
Member of the Board of Directors, 2011–2016

Other essential positions of trust

Helsingin Uusyrityskeskus 
Chairman of the Board of Directors, 2016–present 
Member of the Board of Directors, 2015
Perheyritysten liitto ry 
Member of the Governing Council, 2009–present 
Member of the Lobbying Committee 2011–
present

Helsinki Chamber of Commerce 
Member of the Governing Council 2015–present

Ownership of the company 
Through a controlled company: 
shares: 600,000 
The Orange Company: 
shares: 4,250,000

AARNE AKTAN
Chairman of the Board, Member of the Board since 
2006

Year of birth: 1973 
Education: B.Sc. (Econ.)

Main occupation:

Pihlajalinna Plc 
CEO 8 August 2016–present

Work experience
Talentum Oyj 
CEO 2011–2016

Quartal Oy 
CEO 1998–2011

Kauppamainos Bozell Oy 
Account Manager 1997–1998

Other essential positions of trust

Intera Equity Partners III Oy 
Member of the Board, 2016–present

Solteq Oyj 
Member of the Board, 2015–

Great Expectations Capital Oy 
Chairman of the Board of Directors, 2007–
present 

Ownership of the company 
Directly and through controlled companies: 
shares: 3,026,000

Jari Sarasvuo Aarne Aktan Jarmo Hyökyvaara
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INTERNAL CONTROL

Trainers’ House Plc’s Board of Directors 
is responsible for organising internal 
control. The Board has the ultimate 
responsibility for the company’s vision, 
strategic objectives and the business 
objectives based on them. The Board 
is also responsible for supervising the 
company’s accounting practices and 
asset management, and for organising 
operations appropriately. The Board 
approves the internal control guidelines 
applied to the entire Group.

The CEO is responsible for implementing 
the strategy and any required 
investments, and for ensuring the 
legal compliance of the accounting 
practices and the reliable organisation 
of asset management. The CEO, with the 
assistance of the management team, 
is responsible for day-to-day business 
operations. The company’s executive 
management is responsible for internal 
control, auditors for external auditing and 
internal auditors appointed by the Board 
of Directors for internal auditing.

INTERNAL CONTROL PRACTICES AND 
PROCEDURES

It is the CEO’s duty to organize the 
accounting and control mechanisms in 
practice. The CEO supervises all decisions 
concerning executive personnel as well as 
important operational decisions. He also 
ensures that the Group’s subsidiaries act 
in the interest of the parent company and 
follow the Group’s strategy. The Group’s 
management team is responsible for 
business operations management and 
administrative supervision in the Group’s 
day-to-day operations.

INTERNAL CONTROL
According to the rules of procedure, in 
addition to the responsibilities defined in 
the Finnish Companies Act, other laws and 
the articles of association, the Board’s 
responsibilities include the following:

• determining the compensation 
principles for senior management; 

•  approving the incentive schemes for 
the CEO and the personnel;

• appointing and dismissing the CEO 
and deciding on the terms of CEO’s 
employment;

• approving the strategy and annual 
budget, and their follow-up;

• reviewing and approving interim 
reports and financial statements;

• reviewing and approving stock 
exchange releases issued by the 
company;

• approving major business transac-
tions and investments as well as oth-
er decisions of key significance;

• approving the dividend distribution 
policy and preparing a proposal for the 
Annual General Meeting concerning 
the distribution of dividend;

• monitoring the implementation of 
internal control, internal auditing and 
risk management; 

• reviewing all agreements and 
business events with the Group’s 
management team, their related 
parties and the companies under 
their control;

• reviewing other matters that the 
Chairman of the Board or the CEO have 
agreed to be taken on the Board’s 
agenda or that otherwise fall within 
the Board’s decision-making powers 
under the provisions of the Finnish 
Companies Act, other laws, Articles of 
Association or other regulations.

The Charter also determines in more 
detail the special duties of the Chairman, 
induction, independence and assessment 
of the Board members as well as Board 
meetings.

BOARD CHARTER
The Group has defined authorisations for 
approving matters related to investments 
and employees. The key duties of the 
Group’s management team are:

1. discussing strategic and annual 
plans

2. supervising business operations and 
financial activities; and

3. discussing investments, acquisitions 
and significant expansion or 
downsizing plans.

RULES OF PROCEDURE OF THE BOARD OF DIRECTORS INTERNAL CONTROL
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INTERNAL AUDITING

Trainers’ House Plc does not have a sep-
arate internal audit function that would 
assess and test the company’s internal 
control procedures and processes. The 
company’s Board of Directors annually 
considers the establishment of an inter-
nal audit function or purchasing these 
services from an external source. In ad-
dition, the need for internal auditing is 
regularly discussed with the company’s 
auditors. In the opinion of the Board of Di-
rectors, the scale of the company’s oper-
ations has not, in the company’s current 
state, given reason for the establishment 
of an internal audit function. The key fac-
tors affecting this opinion are that the 
Group’s business is mainly operated from 
one location – the headquarters – and 
mainly in Finland.

INSIDERS

Trainers’ House Group complies with 
regulation (EU) No 596/2014 on preventing 
market abuse in financial markets and 
the Finnish Securities Markets Act, as well 

as related regulations and instructions 
issued by the European Securities Markets 
Authority, Finnish Financial Supervisory 
Authority and Nasdaq Helsinki Ltd. In 
addition, the Group revised its insider 
regulations in 2016.

After discussing matters with the CFO, 
the CEO evaluates whether a specific 
piece of information is considered inside 
information and also decides whether 
the company needs to publish this 
information immediately or whether the 
conditions are in place for postponing 
publication. The company documents 
all decisions concerning postponed 
publication of inside information along 
with the grounds for these decisions, and 
it complies with defined processes as 
required by applicable regulations.

The company maintains a list of insiders 
who have access to inside information. 
If the company’s employees or service 
providers have access to specific inside 
information, their names will be added to 
the project-specific section of the list of 
insiders. The CEO or CFO can decide to begin 
keeping a project-specific list of insiders. 

So far, the company has decided not to 
keep a permanent list of insiders. Every 
person included on a project-specific list 
is notified by email of their inclusion on 
the list, along with the related obligations 
and applicable penalties. When a person 
receives such notification and they are 
being added to the insider list for the first 
time, they must confirm receipt in writing. 
The CEO or CFO can decide to stop keeping 
a project-specific list of insiders. Every 
person included the list in question is 
notified by email that the project-specific 
insider list is no longer in force.

If a person has inside information in their 
possession, they are always prohibited 
from entering into transactions. In addi-
tion, certain trading restrictions apply to 
some of the company’s management and 
employees, even if these parties do not 
have inside information in their possession.

In addition, the company has defined the 
members of the Board of Directors of 
Trainers’ House Plc, the CEO, the Deputy 
CEO and the CFO as personnel holding 
management positions in accordance 
with the regulation on preventing market 

abuse in financial markets.

Personnel holding management positions 
– the members of the Board of Directors 
and the Group’s management team – 
and their related parties must inform 
the company and the Finnish Financial 
Supervisory Authority of any transactions 
they enter into involving the company’s 
shares or debt instruments or related 
derivatives or other financial instruments. 
This duty of notification applies to all 
transactions taking place after a total of 
EUR 5,000 has been recorded in a calendar 
year (cumulative gross sum). When the 
company receives such a notification, it 
is obliged to publish the notification in a 
stock exchange release.

RISK MANAGEMENT

Trainers’ House Group aims to increase 
its shareholder value within the 
boundaries set by legislation and social 
responsibilities.

The risk factors affecting the company’s 
business, financial performance and 
market value can be divided into five main

INTERNAL AUDITING categories: market and business risks, 
personnel-related risks, technology and 
information security risks, financial risks 
and legal risks.

Trainers’ House protects itself against the 
negative impact of other risks by means of 
comprehensive insurance policies. These 
include statutory insurance, liability and 
property insurance and legal expenses 
insurance. The level of insurance 
coverage, insurance rates and excess are 
audited every year in collaboration with 
the insurance company.

The following description of risks is 
not comprehensive. Trainers’ House 
carries out continuous operational risk 
assessment and makes every effort to 
protect itself as effectively as possible 
from the risk factors identified.

REPORTING AND CONTROL SYSTEMS

The Group uses reporting systems 
required for the efficient supervision of 
business activities. Internal control is 
linked to the corporate vision, strategic 
objectives and the business objectives 
based on them.

The achievement of business objectives 
and the Group’s financial performance 
are monitored monthly using the Group’s 
control system. As an essential part 
of this control system, actual results 
and updated forecasts are reviewed 
monthly at the meetings of the Group’s 
management team. The control system 
includes comprehensive sales reporting, 
income statements, rolling net sales 
and profit forecasts, and key figures on 
business operations.

MARKET AND BUSINESS RISKS

Trainers’ House is an expert organisation. 
Market and business risks are part of 
regular business operations, and their 
extent is difficult to define. Typical risks 
in this field are associated with general 
economic development, distribution 
of clients, technology choices and 
development of the competitive situation 
and personnel expenses.

Risks are managed through planning 
and regular monitoring of sales, human 
resources and business costs, enabling 
a quick response to changes in the 
operating environment.

FINANCIAL RISKS

Trainers’ House’s objective in managing 
financial risks is to secure the availability 
of its own capital and borrowed capital at 
competitive terms, and to alleviate the 
effects of adverse market developments 
on the company’s operations.

Financial risks are divided into four 
categories: liquidity risks, interest rate 
risks, currency risks and credit risks. Each 
risk is being followed separately. Liquidity 
and interest risks are decreased through 
maintaining adequate cash in hand and 
efficient accounts receivable tracking. 
Currency risks are insignificant, because 
Trainers’ House operates principally in the 
euro area.

Liquidity remains the key focus of 
financial risk management.

PERSONNEL-RELATED RISKS

The success of Trainers’ House as an 
expert organisation depends on its 
ability to attract and retain skilled 
employees. Personnel risks are managed 
with competitive salaries and incentive 
schemes as well as investments in 
employee training, career opportunities 
and general job satisfaction.

TECHNOLOGY AND INFORMATION 
SECURITY RISKS

Technology forms a key part of the 
business operations of Trainers’ House. 
Technological risks include supplier risks, 
risks related to internal systems and 
the challenges and information security 
risks caused by technological changes. 
These risks are managed with long-term 
cooperation with technology suppliers, 
appropriate information security 
systems, employee training and regular 
information security audits.

LEGAL RISKS

Trainers’ House’s legal risks are mostly 
related to contractual relationships 
with its clients or service providers. 
Typically the risks involve responsibility 
regarding delivery and the management 
of immaterial rights.

Risks related to responsibilities beyond the 
scope of the customer agreements mainly 
involve immaterial rights. The company 
has specified internal agreement 
guidelines for the management of risks 
related to agreements and immaterial 
rights. The company has identified no 
unusual agreement risks.

INTERNAL AUDITING
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CALENDAR FOR 2017

The annual general meeting will be held 
on 30 March 2017.

In 2017, financial results will  
be published as follows:

27 April 2017, 8:30 am 
Interim Report 1 Jan–31 Mar 2017

10 August 2017, 8:30 am 
Interim Report 1 Jan–30 Jun 2017

26 October 2017, 8:30 am 
Interim Report 1 Jan–30 Sep 2017

BOARD’S PROPOSAL CONCERNING 
DISTRIBUTABLE ASSETS

The Board of Directors will propose to the 
Annual General Meeting that no dividend 
be paid for 2016.

CONTACT INFORMATION

Saku Keskitalo 
+358 306 888 500 
saku.keskitalo@trainershouse.fi

Trainers’ House Plc 
Tekniikantie 14 
FI-02150 Espoo, Finland

INFORMATION FOR INVESTORS
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