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• Personal budgeting model (henkilökohtainen budjetointi) is a reform of the 

disability services

• The brief focused on the development of a personal budgeting model for 

citizens with disabilities to be able to access the services, help and support 

that they need to improve their everyday life, health and well-being.
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Personal budgeting model for people

with disabilities



Key problem areas

"[During the PB pilot] there is no 

time to go through personal 

considerations with each 

individual."

- Social worker

“It [special support services] started 

in 2019 as a trial and now it’s 

obvious that the customers really 

need these services.”

- Kela worker

“[After getting the diagnosis], no one from 

the municipality told us anything, we had to 

search for information ourselves.”

- Family member of a person with 

severe disability

People with disabilities need more 

assistance with getting benefits & 

services

Information about services is 

hard to find and understand

Social workers are under-funded, 

lack resources -> no time to provide 

individual support



Proposal: Autonomy through support

Support personInfo-pack



• Digi- ja väestötietovirasto (DVV) 

• Digital and Population Data Services Agency, aka the Finnish Digital Agency

• “promotes the digitalisation of society, secures the availability of data, and 

provides services for the life events of its customers.”

• The only service design team in the government

• Started as a service design intern in June 2021
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Working at the DVV



Asiantuntijatuki for the Legal 

Registry Centre



• Provides design and other expertise to 

public organizations wanting to develop 

their services

• Part of the government’s Digital 

strategy, which aims to digitize public 

services

• Coordinated by the Ministry of Finance 

(Valtiovarainministeriö)

• Piloted in 2021 with 4 projects
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Asiantuntijatuki pilot



Legal Registry Centre 

(Oikeusrekisterikeskus)

• Agency in the administrative sector of the Ministry of Justice 

• Responsible for 

‒ information systems and registers

‒ enforcement tasks relating to fines, forfeitures, payments and claims

• Made up of multiple different siloed sectors 

• Challenge: How to build a common understanding of user-centered service 

development, in order to create a unified user experience?
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Project overview & timeline

10/2021

Framing the

problem

11/2021

Co-creating the

framework

12/2021

Solution

Design sprint

(demo service

design project)

Organization 

interviews
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Participants voted top 4 challenges:

1. Lack of time and resources

2. Information isn’t shared within

the organization

3. Different sectors have

different cultures

4. Thinking from the perspective 

of the organization instead of 

the user’s

Workshop to identify

key challenges
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Identified challenges

Lähde: pilottiin osallistuneiden  havainnot hallinnonalan sisältä



Design sprint



• Tutkimukset 

toimintaympäristössä

• Asiakastutkimukset

HAKU- JA 

VALINTAPROSESSI

Tuodaan hakuvaiheessa 

määritelty ja kuvattu 

kehityshaaste 1-3 kk:n 

ydinprosessiin ratkaistavaksi.

• Toimintaympäristö-

analyysi

• Asiakastutkimuksien 

kiteyttäminen ja 

analyysit

• Suunnitteluveturien 

(Design Drivers) 

kiteyttäminen

• Ratkaisujen ideointi

• Ratkaisujen 

konseptointi

• Ratkaisuehdotusten 

testaaminen

• Ratkaisujen liittyvien 

osien kuvaaminen

• Ratkaisukokonaisuuden 

dokumentointi

Työskentely kahden viikon suunnittelusprinteissä.

RATKAISTAAN OIKEAA ASIAA RATKAISTAAN ASIAA OIKEIN

YHTEISESTI 

TUNNISTETTU JA 

MÄÄRITELTY 

KEHITYSHAASTE

TUTKI MÄÄRITÄ KEHITÄ TOIMITA

RATKAISU-

SUUNNITTELUA 

OHJAAVAT 

SUUNTAVIIVAT

KUVATTU JA 

DOKUMENTOITU 

RATKAISU
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Interviews

• 3 x young people (19-29v) who were in debt

• 3 x government officials who work directly with the user-group (National enforcement authority, 

financial and debt advisors)

• 2 x stakeholder interviews (Ohjaamo, Takuusäätiö)



Workshop 2: 

Understanding the 

user’s needs and their 

life situation
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Workshop 2: Framing the problem

How might we…

By creating/doing….

So that they can…



Workshop 3: Ideating and validating
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Workshop 3: Stakeholder map



• Framework consisted of:

‒ Guide/Roadmap

‒ Ymmärryskortti
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Outcomes
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Embedding outcomes into existing processes

New added step
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Roadmap for user-centered service development



• Messy front-end:

‒ Finding a common understading

‒ Gathering a committed core team in the

organization

• ’Aha-moment’ for client: interview analysis and 

ideation workshops

• Typical issues across all pilots:

‒ Thinking you know what the user needs

‒ Communication issues

‒ Siloes, not working together with

stakeholders
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Reflections
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