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Background
The 

 approached Futurist in October 2020 with a request to launch 

a new tax planner solution which would increase taxpayers’ 

awareness of the tax benefits available to them and simplify 

/ make the taxation of casual work more transparent. It was 

necessary to create a user-friendly system that would not 

intimidate the average user and would become a reliable 

resource.

The primary goal was to convene the specialists involved in 

creating the service for four days to establish a common vision 

and test the the prototype on end users as well.



Client
The Estonian Tax and Customs Board deals with the 

management of state revenues, the implementation of state 

tax and customs policy, and the protection of society and 

legal economic activities.

Their main goal is to offer convenient and efficient tax 

collection and protect the economic environment of people, 

companies and the state. The institution has set the goal of 

Estonia becoming the country of the highest voluntary tax 

compliance in Europe. To achieve this, four main strategic 

directions were set: the will to pay; simple and convenient 

public services; equal tax competition and social protection; 

a leading organization and evolving people.

“How can we make 
taxpayers declare 
their income 
voluntarily and 
at the same time 
educate them 
on how to do it 
sensibly?”



Team It was important to involve specialists from different 
backgrounds who through their expertise would be able to 
approach the problem from a variety of angles. All the ideas and 
discussions were extremely diverse as on an everyday basis the 
team members were dealing with just their own departments 
and would not get a chance to sit down and solve an issue 
together.

Grete Urbel (Head of Personal Income and Taxation Services)
Anni Uibu (business architect)
Karin Kaimer (tax auditor)
Liina Karro (specialist)
Tatjana Klettenberg (main user, development specialist)
Jüri Tõnisberg (e-services designer)
Kadri Hansson (design sprint facilitator, UI / UX designer)

All team members freed up 4 full days in their calendars for 
the design sprint. Doing this ensured a sharp focus, excellent 
teamwork and a unified move towards the final outcome.

Product owner
Main user
Business architect
Project manager
Designer



- Making the service attractive enough so people would 
  like to use it

- Learn to approach the issue from a different angle and 
  offer the highest quality

- Introduction of design sprint as a tool

- Find ways to motivate the user to use the service

- Establishing a strong connection between team members 
  to strengthen the subsequent cooperation

- The solution should be good on the impact / effort scale - 
  it should be high impact but easy to implement

- Educating the end-user

- A concept we would be happy with and also be able to  
  develop further

What 
the team 
hoped 
to 
achieve



The course of Design Sprint

NELJAPÄEV

Tagasiside 
prioritiseerimine 

järgmiste sammude 
loomiseks

Testime prototüüpi 
viie lõppkasutaja 

peal

KOLMAPÄEV

Värbame testitavad 
ja et viia läbi 

lõppkasutajatega 
testimine

Disainime ja loome 
prototüübi

TEISIPÄEV

Loome prototüübi 
piltloo abil

Valime parimad 
lahendused

ESMASPÄEV

Lahenduste hunniku 
loomine

Väljakutse 
defineerimine

WORKSHOP
WORKSHOP

ESMASPÄEV TEISIPÄEV KOLMAPÄEV NELJAPÄEV

Defining the 
challenge

Creating a number of 
different concepts

Choosing the best 
concepts

Primary prototyping, 
creating user stories

Designing and 
prototyping

Recruiting for 
user-testing

User testing on five 
end users

Prioritising feedback 
in order to create 

next steps

THUWEDTUEMON



“By 2022 there’s a taxpayer application that 
allows you to enter and plan your income 
and expenses on an ongoing basis. Users 
form 30% of FIDEK electronic declarants. “

We mapped out the current problems, voted on a long-term 2-year goal 
(with indicators), and brainstormed risks that could prevent it from being 
met.



How 
might 
we...
... make sure taxpayers declare their income voluntarily?

... ensure that the taxpayer knows how to plan their tax 

    payments sensibly?

... explain taxation as simply as possible?

... ensure that the taxpayer is aware of all their tax 

    benefits?

Can we...

... access input data from a casual
    employment platform?

... make sure we have sufficient resources to 
    implement the budget?

... prevent a decrease in user motivation?

... prevent the system from becoming more 
    complicated than it is today?



A week before the start of the design sprint, we mapped 
the customer journey and marked the most problematic 
area - this became the focus of our design print.0

Customer 
Journey 
Mapping



1
Sketching
Primary
Ideas



2
During a quiet individual vote we highlighted the 

best elements of our concepts. All concepts

met the following requirements:

   - High impact and easy to implement

   - Would match the 2-year goal we set during the 

     design sprint    

   - Maximises customer satisfaction

2Concept
Selection



3
Creating
Realistic
Prototype

We drew the views of the realistic prototype in Figma where 
all participants were able to see in real time how the design 
was coming together and were able to participate in its 
creation.



4
The user-testing took place virtually via Zoom. Each participant 
was interviewed and completed the test story task. We then 
analysed which parts of the prototype worked and which did not, 
after which we selected the priority areas for improvement.

4User-tests 
and further
development



New casual work tax
planning solution









Google Design Sprint 
Outcomes

Preliminary analysis documentation.

Specific long-term goal with performance indicators attached in order to be able to align 
internally towards the goal.

Pinpointed following steps which are based on effort / impact mapping.

Realistic concept prototype for tax services which is tested on end users (and includes 
design files and end user test videos).

Detailed PDF report with design print findings and suggestions on how to proceed.



Post 
Design
Sprint
UX
strategy

As a post-sprint strategy, it was established that the 
Tax and Customs Board will continue to develop the 
application with weekly design hacks. “We immediately 
decided not to rest on our laurels,” Grete Urbel 
commented on the action plan.

As part of the design sprint, user tests and service 
development were continued - a total of four more 
rounds of improvements and tests were made. At the 
same time, it was extremely important that everyone who 
attended the workshop continued to develop the service 
and was always present at all meetings.

Today, the testing rounds have been completed and 
the whole team is expected to take the next step in the 
project funding - then to start a detailed analysis with 
developers.



“Google Design Print is a good process for validating ideas and thoughts 
before spending everyone’s money and energy and discovering that the 
service doesn’t even speak to the end-user as it was supposed to.”

- Grete Urbel, Head of Tax Services,
 Estonian Tax and Customs Board

Client Feedback



Thank You!


