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g nfnr‘f-—” From Operations to Ecosystems

Customer-centricity at the
Finnish Tax Administration

Eevi Saarikoski, 24.9.2025
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Customer insights

+3200 other roles, 4200 in total



Customer centricity

We involve
our
Data and customers in
understanding of development

customers guide
development

We know the
We take into customer and their

operating
environment

account internal
and external

customers as well

as stakeholders
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Roadmap of Digital History

—
E-invoices

Complete
overhaul of
tax systems,
the Valmis

program

E-filing real
estate tax
information

2013
Service for
corporate
income
tax filing

— I
Chat Incomes
service register

2014 channel
Tax MyTax
Debt eService
register
—— E——
Paper
digitising for

Account nationwide Tax

number notice electronic Aol

and Tax work queues online

Number

Service

O Services for businesses

Services for individuals A

I
2020
API for employer’s Rollout of the Positive
withholding data credit register
2019 .
The first APls MyTax mobile
opened version

2009 2008

BIS e-service Tax Return

(YTJ) 2009 on the Web
E-service for tax 2007
recipients (local Tax Card
and central Online

government, other
organisations)

— OO O—O—— O——O—————

1997

TYVI e-services
— details from
businesses to
the authorities

1997

Digitising paperform
periodic tax returns
— monthly tax returns

Tax.fi
(redesigned
in 2011)

2001

BIS information
service (YTJ)
—registration

details of companies)

2005
Digitising paper- limoitin.fi Tunnistus.fi and Katso Palkka.fi
form annual — company identification service
information interface — identification and authorisa-
returns service tion services for businesses



Design & Service design evolution
in the Finnish Tax Administration

2017
mm
2008 Designing MyTax

[ J -
in a customer-
'H\ and user-oriented
way in cross-
functional teams.

First service
design trainings

2019

)

Positive customer
experience and
customer-orientation
are added into the
Tax Administration's
strategy

Inhouse service
design network’s first
steps

Service design is utilized in separate projects

2021
L0

Organizational
reform >

* Customer Insights

and Customer
Experience Teams

* Service Design

Team in Product
Management Unit

The amount of
customer-oriented
developers increases
through organization

(Mt
2025

AR
im0k + A

Customer-oriented
developers' community

Inhouse service design
course delivered x2

Tax Administration

receives the Design

Utilizer Award from l‘
Ornamo in 2022

In the works -25:
Maturity asessment
&
Customer centricity
training program
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How?

Customer centric

7 4 K

Measuring experience Research, understanding Collaborative design,
systematically behaviour & motivation co-creation

approach

Customer Customer Service

experience

Insights Design
measurement




Customer contacts 2024

100 000 000

80 000 000

60 000 000
40 000 000
20 000 000
tax.fi page views

0
2021 2022 2023 2024

my/th

+2 %
34.3m O‘ 226,000 tax office visits 1.471 543 taxpayers
(él

1.7m answered phone calls

use Suomi.fi Messages to

take care of their tax matters
502 500 chat conversations 100% online

of which our chatbot managed 80%

logins

91% 79%

of tax returns of tax cards




@ Customer Experience Report - I X +

C

a0

Customer experience reporting

O File v

=0

® Jaa v

Active information users

l< Life v ®B Chatin Teams

Customer Experience Data Re...
Review period: 01.01.2023 - 14.10.2024

With the customer experence data report, you can track customer
ratings and feedback from several customer experience data sources

. ; ions f ing y— -

Regarding the functionality or data of the report, you can submit a
service request fo the Custemer Experience team via this Toive ficket
link .

Global filters Customer group, Subgroup

Review period Al

1.1.2023 14.10.2024 = Age group

Comprehensibility of transaction %

Understandability of Viero fi instructions, n= 171,766
What do you think of this content?

@ found what | was looking for @ Clear @ Unclear # | didn't find what | was
P e s

Comprehensibility of clarification requests, n = 44 646
Rate the statement on a scale of 1-5: What | got
the request for clarification was understandable.

@5 = ctrongly agres @4 @3 82 @81 = strongly dizagree

IS - o

the entire Tax Administration

app.powerbi.com/groups/me/apps/63b4b8f1-015d-4c56-915b-25c08d8dd89¢/reports/7c2b73e6-8bc1-4d8a-802e-a6c2304a8812/ReportSec...

Q&

‘ Customer Experience Report | The information was updated on 14.10.24 v

The AKD team

Ease of doing business %

Ease of telephone and office transactions, n = 128 776
Did you get your business done?

w'fes m| got started @ Mo

- =
o T = |

Ease of chatting, n = 135,293
Did you get the help you needed?

®Yes @ Mo

Ease of dealing with notifications and applications, n =
536 202

Rate the argument on a scale of 1-5: / The
application

it was easy to do. / Making a notification

Was a5y, [ Making 2 reculicalion clajm was e...

I = - =

Counseling customer satisfaction %

Feedback from counseling encounters, n = 113,766
What rating would you give the service?

wi=verygood @4 o3 w2 el =very weak

— 0
T

Feedback from chat fransaction encounters, n = 111,857
How satisfied were you with the service you rece...

®3=gxcelent @£ 02 02 ot =weak

o I =

Spontaneous customer feedback %

Website feedback form 35,768 (88.62%), Contact feedba...

Cevelopment idea or criticism ®Thanks  Other than feedback

B *



Ease Of d Oi n g b“Si ness Mumber of ratings (ratings. .. Grade 4 and 5 section average Free comments

OmaVero 536 202 83.2 % 136 379 4 SKATT

Global filters
Feedback volume trend The trend of the proportion of grades 4 and 5 Review period
82023 82024 82023 82024 112022 = 14102024 =
O 100%

£0000 Customer group, Subgroup

b 793 - All .
50 000 _—
50 % » .
40000
o I I Page-specific filters
i I I w““‘@ #ﬁb @»‘5’& H\“ﬁ&‘ o %”‘@ e N Function

o 03
Tammi Helmi Maali=s  Huhti Tl:-u ko Kesa H=in3 Lnka Marmras  Joulu ,:5.25* All L
GenTax language
) o
Select the evaluation items displayed in the graph and table:
Type of tax card
Action or notification Customer group Subgroup Age group GenTax language Type of tax card 2l e

Service rating
&l o



Esit@ytetty veroilmoitus 2023 150 160 gzaw i 50 161 31.5%
. E Eknrrﬁ- ja ennakioverchakemus 107 778 g30% @ | 21 425 19,9 %
Esitaytety veroimoirus 2023 | PSS 10% N Vierokortti- ja ennakkoverchakemus 51442 =02% @ | 10603 20,6 %
Verskont. s srnsoveroraiers 2024 [ 22 o
. Meisatalouden veroimaitus (2C 2T 408 £4.5 % | 3 004 28,2 %
Verakortt- 2 ennakkoveronakemus 2023 [N 2SN == Nl VAT declaration = 77338  015% @ 4123 15,1 %
Metszialouden veroimoitus (2C) | S0y o= Business t=x retumn — business or 23785  202% @ 7 135 30,0 %
- ; s=sional (5
Arveriizsvercimone: [ e g:i:f:rting inl:l::::ugne and deductions 23 654 s30% @ 6 204 26,2 %
Elinkeinotoiminnan veroimoitus — likkeen- =i a.... |GGGz 0% 2023
N N ) Reporting the account numiber 21902 823 % 3 254 14,8 %
Tuiojen ja vahennysien imoitsminen 2023 (NS o= Nl T pr—— 14003 917 % = 3 008 26.2 %
Tiinumeran imottaminen | 5 |} Enabling Suomi fi messages 12240 044 % @ 1780 14,5 %
orsausiarernys 2124 [ W ] Prop=y i declraion o0 mox@| sv2  wex
o o Egriculiural t=o return (2) 9028 A% il Z378 26,3 %
Suomifi-viestien ottaminen kayttodn _ i Fayment arrangement reguest - plan 5277 81 % 1423 27,0 %
wimeistzvercimatus [ S0 5% _ Business tax declaration - community 4608 2% | 1185 253 %
' (68) 2023
Transfer tax declaration 4 52z 7ox i 1 071 23.7 %
0% 3% 100% In total 526 202 832% 136379 254 %
Customer feedback on the ease of making nofifications and applications, comments n = 136 379
Pwt At Esti  Verbal feedback Customer groug Subgrowp Age group GenTzl
- — mate
4102024 0154 5 It was easy if only | managed fo calculate the information Earned income  Salaries 26-45 years old Persc
comectly. & recipients
4102024 0155 4 It was a surprize that the property ID had fo be added again, They gel income  They own Ower 62 years old Prope
even though | had already selected the properdy before. from many places investment
Otherwise, a good and flexible system. assels
4102024 0528 5 Clear and good pages They gel income  They own 46-62 years old Persc
from many places investment
4102024 06:26 4 Easy and intuitive. The only thing is that in the beginning you They gel income  They own 26-45 years old Persc
had to search a lifile where to find something. from many places investment
4102024 0707 5 it iz good Earned income  Salaries 45-62 years old
recipients
4102024 0742 5 **=* fo be reminded, so fo speak, that it is fime to change the Earned income  Salaries 45-62 years old Persc
tax percentage. recipients

Feedback table filiers

] Select all
B Ratings and comments

(| Ratings without comment

Mumber of words in the feed. ..

0 365

This year
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Model for Customer Contacts

Presence

| create a peaceful atmosphere: we
don't need to hurry

| bring my own personality into the
discussion and | am present

Customer Experience
Spontaneous and unhurried feeling,
human to human interaction

- Before the

Contact

Anticipation

| collect information of the situation of the
customer

| choose the best channel to contact the
customer.

| recognize when | need to call the
customer instead of just sending a letter.
| prepare for the customer contact.

| take care of myself and my own well-
being.

Customer Experience - Easy, effortless

and quick

Customer Experience
as an individual - my matters count

Empathy

| take the position of the customer and
remember that we are just two people
talking to each other

| recognize the customer's need

| anticipate and identify the feelings of the
customer

| don't let the customers feelings affect my
own

| have been met Cu

oL

| feel respected and my matter has
been heard

Listening and parity

| ask questions and listen
| encounter everyone equally
| make sure that | know what the

customer means information

| make sure that the customer

"*%’) VERO
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Comprehensibility

| use language that my customer
understands
| give the customer the right amount of

Positive
Customer

understood the contents of the

discussion

stomer Experience
understood

P&l

El-@

During the Contact

52
Expertise

| am in control of the discussion and have a
clear approach.

| can search and analyse information and
communicate it to the customer.

| fulfill the customer's need and create value.

Customer Experience
and fairness

Feeling of expertise

Trust

| inform the customer of the facts in a
convincing manner; not how they "should
be" or how they "usually are"
I will tell the customer

if i don't know something

if | can't do anything about the case
If we are not able to finalize the issue, |
promise we will contact the customer again.

Customer Experience — Feeling of trust

Customer Experience

Experience

| have been

OB

After the

Contact

Crystallization, repetition and
encouragement

| will tell the customer how we proceed with
the issue.

| make sure that the customer understand
what he/she is expected to do.

| will tell the customer if no further actions
are required.

If the issue takes a long time, | will inform
the customer of its progress.

Customer Experience — Feeling of safety

and relief
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Customer centricity training program

MINDSET TOOLSET SKILLSET

Asiakaslahtoinen Asiakaslahtoisen Kaytannon kyky kehittaa
ajatusmalli kehittdmisen tyokalut asiakaslahtoisesti

-

Customer centric principles Customer centric implementations
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Tax Administration Administration
administration or agency X or agency Y
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Common
service
Requires
ecosystem
work
Tax Administration Administration

administration or agency X or agency Y



1 Real Time
4 Economy

2021-2024
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GOAL:

Build the foundation for a
national digital ecosystem that
would enable interoperability of

business transaction data,

both in the Nordic countries
and in the EU.



Verkkolaskun Velvoittava
toimialakohtaisen lainsAadAntS

tietosisallon
laajentaminen ja DEVETEILES CI0 ]

standardointi potentiaaliset

hyédyt yrityksille Viranomaisten
tietopalvelut
Sovelluspalvelut

(plenimpien yritysten
hankintasanoma ja
verkkolaskukyvykkyyden
turvaaminen)
Eurooppa-normin mukaisten Yritysten
verkkolaskujen kayttajat raportoinnin
Markkinoiden hallinnollinen
tietopalvelut taakka
yhteensa
PEPPOL-
% hankintasanomien \
kayttajat Yritysten
Yrityksell on heti
. synnyttyasn . kmkkws
\ Yritysten rakenteinen kasitella ja jakaa Viranomaisten
transaktiotasoinen kianpiteskyvkKyys taloustietoa kyvykkyys
rakenteinen tieto rakenteisesti hyédyntaa
Yhteentoimivien j yritysten jakamaa
o % eKuitti-operaattorien rakenteista tietoa
hjaava P—
lainsaadanto kayttajat ‘ —
Yritysten tilitasoinen
rakenteinen tieto Vaadittava

arkkitehtuuri

Mahdollisuus
valittaa ekuitti
eOsoitteen

t | Yritysten rakenteinen Kehittyviin

avulla Velvoittava ilinnaatéeti

m lainsa&dants ._2 tlllnpaatostleto raportointi-
Viranomaisten vaatimuksiin

vastaaminen

tarjoamat tiedon
jakamisen

-— Eri
. . suuntainen edellytykset
Tietovirrat muutos

Vivut

Saman
Vaikutettavat suuntainen
muutos
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Thanks'

eevi.saarikoski@vero.fi
Linkedin: eevi.saarikoski



mailto:eevi.saarikoski@vero.fi

	Slide 1:   From Operations to Ecosystems   Customer-centricity at the  Finnish Tax Administration  Eevi Saarikoski, 24.9.2025
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18

