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Customer centricity

We take into 

account internal 

and external 

customers as well 

as stakeholders

Data and 

understanding of 

customers guide 

development

We know the 

customer and their 

operating 

environment

We involve 

our 

customers in 

development



Roadmap of Digital History



First service

design trainings

Service design is utilized in separate projects

Designing MyTax

in a customer-

and user-oriented 

way in cross-

functional teams.

Positive customer 

experience and 

customer-orientation 

are added into the 

Tax Administration's 

strategy 

Inhouse service 

design network's first 

steps

Organizational

reform → 

• Customer Insights 

and Customer 

Experience Teams

• Service Design 

Team in Product 

Management Unit

The amount of 

customer-oriented 

developers increases 

through organization

Customer-oriented 

developers' community

2008

2017

2019

2021

2025
Design & Service design evolution 

in the Finnish Tax Administration

Tax Administration 

receives the Design 

Utilizer Award from 

Ornamo in 2022

+

+

+ +

+

+

Inhouse service design 

course delivered x2

In the works -25: 

Maturity asessment

&

Customer centricity 

training program 

+



Customer centric 

approach

Customer 

experience 

measurement

Customer 

Insights

Service 

Design

Collaborative design, 

co-creation

Research, understanding 

behaviour & motivation

Measuring experience 

systematically

How?











Comprehensibility 

• I use language that my customer 

understands

• I give the customer the right amount of 

information

• I make sure that the customer 

understood the contents of the 

discussion

Listening and parity

• I ask questions and listen

• I encounter everyone equally

• I make sure that I know what the 

customer means

Customer Experience → 

I feel respected and my matter has 

been heard

Customer Experience →  I have been 

understood

Presence

• I create a peaceful atmosphere: we 

don't need to hurry

• I bring my own personality into the 

discussion and I am present

Customer Experience→ 

Spontaneous and unhurried feeling, 

human to human interaction

Empathy 

• I take the position of the customer and 

remember that we are just two people 

talking to each other

• I recognize the customer's need

• I anticipate and identify the feelings of the 

customer

• I don't let the customers feelings affect my 

own

Customer Experience→ I have been met 

as an individual - my matters count

Anticipation

• I collect information of the situation of the  

customer

• I choose the best channel to contact the 

customer.

• I recognize when I need to call the 

customer instead of just sending a letter. 

• I prepare for the customer contact.

• I take care of myself and my own well-

being. 

Customer Experience → Easy, effortless 

and quick

Crystallization, repetition and 

encouragement
• I will tell the customer how we proceed with 

the issue.

• I make sure that the customer understand 

what he/she is expected to do. 

• I will tell the customer if no further actions 

are required. 

• If the issue takes a long time, I will inform 

the customer of its progress. 

Model for Customer Contacts 

Trust

• I 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 I can't do anything about the case 

• If we are not able to finalize the issue, I 

promise we will contact the customer again. 

Expertise

• I am in control of the discussion and have a 

clear approach.

• I can search and analyse information and 

communicate it to the customer.

• I fulfill the customer's need and create value. 

During the Contact

.
After the 

Contact

Customer Experience →  Feeling of expertise 

and fairness

Customer Experience → Feeling of trust Customer Experience → Feeling of safety 

and relief

Before the

Contact
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MINDSET TOOLSET SKILLSET

Customer centric principles Customer centric implementations

Asiakaslähtöinen 

ajatusmalli
Asiakaslähtöisen 

kehittämisen työkalut

Käytännön kyky kehittää 

asiakaslähtöisesti

Customer centricity training program 



Tax 

administration

Administration 

or agency X

Administration 

or agency Y

Customer



Tax 

administration

Administration 

or agency X

Administration 

or agency Y

Customer

Common 

service

Requires 
ecosystem 
work



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.

2021-2024





eevi.saarikoski@vero.fi

Linkedin: eevi.saarikoski

mailto:eevi.saarikoski@vero.fi
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