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Service design provides novel ways for public service organisations to connect with 
their users and gain insights on their experiences. These insights should guide service 
development instead of policies that focus on efficiency at the cost of customer 
experience. Service design tools such as customer journey mapping have been helpful 
in identifying and communicating the customers’ experiences. 
 
This thesis uses the customer journey map methodology to study and analyse 
employment services. Data is gathered through semi-structured interviews with 
jobseekers and employees of the Sipoo municipality. The objective of the study was 
to identify how both national and municipal employment services are experienced 
from the jobseekers’ perspective. The thesis presents five customer journey maps and 
in addition a service blueprint that represents the service delivery process from the 
municipality’s perspective. 
 
This thesis shows that employment services are fragmented and multi-channel by 
nature. Personalized service encounters are important throughout the service process 
despite the prevalence of electronic and online interfaces. Due to the fragmented 
nature of the service experience, consistent information and support is difficult to 
find and access. Some of these issues stem from the challenges presented by inter-
organisational communication and bureaucracy. The findings of this thesis support 
providing the municipality with more autonomy in providing and arranging local 
employment services. 
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Palvelumuotoilu tarjoaa julkisen sektorin organisaatioille uusia mahdollisuuksia 
ymmärtää ja kerätä tietoa asiakkaistaan. Palveluita tulisi kehittää näiden 
asiakaskokemusten pohjalta sen sijaan, että tähdätään palveluiden tehokkuuteen 
asiakaskokemuksen kustannuksella. Palvelumuotoilun työkaluilla kuten Customer 
Journey Map -menetelmällä on pystytty tunnistamaan ja kommunikoimaan 
asiakkaiden kokemuksia tehokkaasti. 
 
Tämä diplomityö hyödyntää Customer Journey Map -menetelmää 
työvoimapalveluiden tutkimiseen ja analysointiin. Tutkimusaineisto kerätään 
puolistrukturoitujen haastattelujen avulla. Tutkimuksessa haastatellaan 
työnhakijoita ja Sipoon kunnan työntekijöitä. Työn tavoitteena on ymmärtää miten 
sekä kansalliset että kunnalliset työvoimapalvelut koetaan työnhakijan 
näkökulmasta. Diplomityö esittää viisi Customer Journey Map -visualisaatiota ja 
yhden Service Blueprint -visualisaation, joka esittää palveluprosessia kunnan 
näkökulmasta. 
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ajan huolimatta sähköisten palveluiden yleistymisestä. Palveluprosessin 
hajanaisuuden vuoksi työnhakijoiden on vaikea löytää tietoa ja pyytää tukea. Jotkut 
näistä ongelmista kumpuaa organisaatioiden välisen viestinnän ja byrokratian 
luomista haasteista. Tämän diplomityön tulokset tukevat havaintoja siitä, että 
kunnille tulisi tarjota enemmän valtaa paikallisten työvoimapalveluiden 
järjestämisessä. 
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1 Introduction 

This chapter presents the background, motivation and objectives of this thesis. Chapter 
1.1 introduces service design in the context of public services and the motivation behind 
this thesis. Chapter 1.2 presents the objectives and research questions that this thesis 
aims to answer. Chapter 1.3 provides an overview on the methodological approach this 
thesis takes and the scope of the research. 
 

1.1 Background and motivation 

The world is facing a global recession and economic uncertainty as a consequence of 
the COVID-19 pandemic (Fernandes, 2020). The Finnish economy has suffered 
stagnant economic growth in the past years and the most recent predictions for 2020-
2021 were grim even without accounting for the economic crisis triggered by the 
COVID-19 pandemic (Husso & Alatalo, 2020). The cost of maintaining the Finnish 
welfare state is growing as a result of an aging population, stricter budgets and an 
increased demand for public services (Soininvaara, 2009; Moisio et al., 2010; Kurronen, 
2015; Husso & Alatalo, 2020). Taking into account the turbulent economic climate and 
the structural changes happening in the Finnish population, public services are in need 
of new and innovative ways to adapt to changes in modern society.  
 
There is a growing need for higher service quality, particularly in education, healthcare 
and social services (Parker & Heapy, 2006; Soininvaara, 2009). Many service 
experiences are characterised as fragmented across several channels and customers are 
unsatisfied with service quality, while increased demand puts increasing pressure on 
frontline workers in public service organisations (Kurronen, 2015; Halvorsrud et al., 
2016). A change in the relationship between customers and public service providers can 
also be observed, as public services are no longer seen as purely bureaucratic institutions 
enforcing government level policies but as contributors towards the wellbeing and 
independence of individuals (Parker & Heapy, 2006; Soininvaara, 2009; Kuusisto & 
Kuusisto, 2015).  
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Public services need new ways to connect with their users and gain insights (Parker & 
Heapy, 2006). Traditional methods of gathering user insights in public service 
organisations have been demonstrated to be limited (Parker & Heapy, 2006; 
Leinonkoski, 2012). Leinonkoski (2012) argues that public services need to shift their 
focus towards service design methods to gain a deeper understanding of their users and 
their needs. Service design provides the means to directly study the interactions 
between the user and the service provider, rather than focusing on user data and 
performance metrics (Parker & Heapy, 2006). The ability to perceive the service 
through the user perspective can help uncover inefficiencies and barriers in the use of 
the service (Leinonkoski, 2012).  
 
Customer journey mapping is a tool commonly used in service design to visualize the 
service process from the customer’s perspective (Halvorsrud et al., 2016). This thesis 
experiments with applying the customer journey map methodology to discover insights 
based on customer experiences within Finnish national and municipal employment 
services. Customer journey mapping offers tangible evidence of the service process, 
therefore providing the foundation for further service improvement activities (Trischler 
& Scott, 2016).  
 

1.2 Objectives of the research 

The aim of this thesis is to identify problem areas of both national and local 
employment services using service design tools and a user-centred approach. In 
particular, the thesis focuses on the experiences of jobseekers who participate in 
rehabilitative work activities in the Sipoo municipality. To reach this goal, this thesis 
develops a portrayal of the employment service process from both the service provider 
and the user perspective using the customer journey mapping methodology. Five 
jobseekers and two employees of the Sipoo municipality are interviewed in order to 
identify the touchpoints that compose the service process.  
 
The employment service process involves many different organisations on a national 
and municipal level. Therefore, it is important to identify how different organisations 
are involved in delivering individual components of the service. In addition, this thesis 
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looks into the relationships between municipal employment services and other 
organisations involved in the process. 
 
Therefore, the following research questions are presented: 
 

 RQ1 What are the touchpoints of the current service process? 
a) What are the touchpoints experienced by jobseekers? 
b) What touchpoints does the service provider identify? 
c) Which organisations are involved at specific touchpoints? 

 
RQ2 How is the service experienced by the customers? 

a) How do jobseekers experience individual touchpoints? 
b) How is the employment pathway experienced as a whole? 
c) What phases of the service process are performing and what are not? 

 

1.3 Approach and scope of the research 

This thesis is constructed of a literature review and an empirical study. The literature 
review explores the principal themes related to this thesis (i.e., service design, 
employment services in Finland and customer journey mapping) to provide a 
theoretical frame of reference. Central concepts regarding service design are defined 
and previous research regarding the topic is introduced. As one of the main topics of 
the thesis is employment services and service design in public organisations, the 
literature review covers several governmental reports and legislations in addition to 
academic papers. 
 
The empirical study is the main data source of the research and it is used to answer 
the research questions presented in the previous chapter. The empirical study is carried 
out as semi-structured interviews that are accompanied by a visual exercise. The aim 
of the interviews is to find out how the service process unfolds from the perspective of 
the customer and the service provider. Two separate portrayals of the service process 
are collected through interviews. One aims to portray how the service process works 
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from the perspective of the service provider, whereas the other aims to portray how the 
service process unfolds from the perspective of the customer. 
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2 Conceptual background 

This chapter provides the theoretical background of this research. Chapter 2.1 presents 
how labour policy is implemented in Finland. In addition, active labour market policy 
is briefly discussed in chapter 2.1.2 to provide political context. Chapter 2.2 defines 
services design and examines service design in public organisations whereas chapter 2.3 
presents how customer journey mapping can be used as a tool to improve service quality.  
 

2.1 Labour policy and the structure of employment service in 
Finland 
 
The following chapters provide an overview on how Finnish employment services are 
arranged and who they are targeted to. It discusses the divide of responsibility between 
the municipality and the government and what kind of services are provided alongside 
employment services to aid jobseekers. Chapter 2.1.2 looks further into how Finnish 
labour policy has developed and how it is currently implemented. 
 
2.1.1 Structure of public employment services in Finland 

Unemployed jobseekers in Finland are provided public employment services (TE-
Services) and unemployment benefits by the Finnish government. These services are 
offered through public employment offices (TE-Offices) which are under the jurisdiction 
of the Ministry of Economic Affairs and Employment (Työ- ja elinkeinoministeriö, 
2016). Municipalities are allocated certain responsibilities in arranging local 
employment services, particularly for jobseekers struggling with long-term 
unemployment (Karjalainen, 2013; Työ- ja elinkeinoministeriö, 2016). These legal 
responsibilities include arranging rehabilitative work activities, arranging access to 
healthcare for jobseekers and producing the services required for the TYP operating 
model (Government proposal 87/2020). In addition, municipalities are given the 
autonomy to arrange additional employment services beyond their legal obligations. 
Some employment services are provided through the co-operation of the government, 
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municipalities and other government agencies or third-party actors (Työ- ja 
elinkeinoministeriö, 2016). 
 
Employment services are provided regionally through TE-Offices. To gain access to 
employment services, registration at a TE-Office physically, by phone or online is 
required. The services offered by the TE-Office are based on a personalised employment 
plan, that is devised in cooperation with the jobseeker. These services can include 
information and guidance on employment, educational and training programs and 
different employment benefits and compensations. TE Offices can also provide career 
guidance, work try-outs, pay subsidies and vocational labour market training. The 
services provided are either produced by the TE Office or outsourced either fully or 
partially to third parties (Työ- ja elinkeinoministeriö, 2016). 
 
Municipalities are legally required to arrange rehabilitative work activities for long-
term unemployed jobseekers. Rehabilitative work activities can be offered to the 
jobseeker if one of the following three conditions is met:  

1. has received labour market subsidies on the basis of unemployment for 500 days 
2. has received labour market subsidy for 180 days after receiving basic 

unemployment allowance 
3. has received social assistance as their primary income on the basis of 

unemployment for 12 months 
A municipal citizen has also the right to request rehabilitative work activities even if 
none of the conditions above are met in the case they are currently receiving any of the 
benefits mentioned above (Act 189/2001, 15 §). The aim of rehabilitative work 
activities is to provide the jobseeker with the skills required to obtain employment in 
the open labour market. In addition, although not legally mandated, municipalities 
often participate in providing work try-outs and pay subsidies to unemployed jobseekers 
in cooperation with regional TE Offices. Municipalities are also responsible for 
providing health care and social services for jobseekers, if such services are needed. 
Whilst not strictly employment services, health care and social services are commonly 
provided alongside vocational rehabilitation programs or work try-outs for jobseekers 
struggling with long-term unemployment (Työ- ja elinkeinoministeriö, 2016). 
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Regional TE Offices, municipalities and Kela (the Finnish Social Insurance Institution) 
offer a multidisciplinary joint service called TYP targeted toward jobseekers struggling 
with long-term unemployment. The aim of TYP is to provide a combined access to 
services provided by TE Offices, municipalities and Kela (Työ- ja elinkeinoministeriö, 
2016; Elinkeino-, liikenne- ja ympäristökeskus, 2019). TYP can be described as a one-
stop shop that combines public employment services and health, rehabilitation and 
social services (Keskitalo, 2013; Elinkeino-, liikenne- ja ympäristökeskus, 2019). 
However, it is important to note that TYP is not an independent organisation, but an 
operating model that links services provided by the municipality, TE-Services and Kela 
(TE-Palvelut, 2020). When a jobseeker has been unemployed for over 12 months (6 
months for jobseekers aged under 25) they are provided an evaluation which aims to 
identify could they benefit from the services provided by TYP (Elinkeino-, liikenne- ja 
ympäristökeskus, 2019). Estimates show that providing TYP services to promote 
employment have cut public costs caused by unemployment (Työ- ja 
elinkeinoministeriö, 2016). TYP services have also shown to have a positive effect on 
the mental-health and wellbeing of people who are long-term unemployed (Karjalainen, 
2013). 
  
For jobseekers under 30, municipalities offer one-stop shop guidance centres (known as 
Ohjaamo guidance centres). Ohjaamo guidance centres are funded by the government 
and they provide young people access to public employment services, social and 
healthcare services, local youth work and other public and third sector services 
(European Commission, 2018). Ohjaamo services are not exclusively aimed at 
unemployed jobseekers, but young people in transitional phases in life, for example 
ending school and transitioning into work (Työ- ja elinkeinoministeriö, 2016).  
 
2.1.2 Active labour market policy 

Active labour market policy has formed the strategic basis for Finnish labour policy 
since the 1990’s, after the Finnish welfare state was the target of a series of reform 
measures (Heinonen et al., 2004; Julkunen, 2013). Originally conceived in Sweden as a 
restrictive macroeconomic policy to combat growing inflation whilst maintaining full 
employment, the policy began to gain traction elsewhere in Europe after being 
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advocated by the OECD in 1964 (Heinonen et al., 2004; Ylikännö, 2017). The policy 
was devised to restrict the demand of labour in the overheated industrial sector and 
steer the surplus labour to other industries through labour market training programs 
(Ylikännö, 2017). However, contrary to what the situation was in the 60’s, the modern 
Finnish labour market has been plagued by high unemployment levels ever since the 
1990s depression. As a result, modern active labour market policy attempts to combat 
unemployment by obligating jobseekers receiving state welfare to participate in 
programs aiming to reintroduce them to the workforce (Heinonen et al., 2004; Keskitalo 
& Karjalainen, 2013; Ylikännö, 2017).  
 
The core idea of modern active labour market policy in Finland is that the unemployed 
jobseeker is obliged to follow a set of active measures in order to gain entitlement to 
unemployment benefits (Keskitalo & Karjalainen, 2013). These measures include 
vocational labour market training, work try-outs and rehabilitating work activities, 
which are offered by TE-Services (Ylikännö, 2017). Sanctions and cuts to 
unemployment benefits are introduced if the jobseeker fails to follow the active 
measures (Keskitalo & Karjalainen, 2013). The aim of these measures is to have a 
rehabilitating effect on individuals with long-standing difficulties in attaining 
employment and to act as an incentive for citizens to become financially independent 
through employment (Julkunen, 2013).  
 
Customer segmentation is used to help identify what kind of services jobseekers need 
(Karjalainen, 2013; Työ- ja elinkeinoministeriö, 2013). The public employment office 
profiles jobseekers using three different groupings: jobseekers who are heading directly 
to the labour market, jobseekers who are in need of vocational training, and jobseekers 
who are in need of vocational rehabilitation (Karjalainen, 2013). Jobseekers are then 
placed within one of these three ‘service tracks’ as seen in Figure 1 (Työ- ja 
elinkeinoministeriö, 2013).  
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Figure 1: The core processes of the TE-Office. Adapted from Työ- ja 
elinkeinoministeriö. (2013). TE-Palvelujen asiakkuuslinjaukset. 

 
Active labour market policy promotes a high level of personalised service (Keskitalo & 
Karjalainen, 2013). The public employment office carries out a personalised service 
need assessment and employment plan for the jobseeker, in which the jobseeker and 
the employment office agree on the measures the jobseekers needs to take in order to 
attain employment (Keskitalo & Karjalainen, 2013; Työ- ja elinkeinoministeriö, 2013). 
Keskitalo (2013) argues that creating personalised plans with jobseekers is crucial for 
active labour policy to be successful. The level of personalised service highlights the 
importance of the service encounter and how jobseekers are received at employment 
offices (Keskitalo, 2013). The rise of the personalised service experience has also shifted 
attention towards centralizing public services to so-called ‘one-stop shops’ to provide 
better access to services (Keskitalo, 2013). Centralising services streamlines the service 
experience, as an unemployed jobseeker may concurrently be the customer of multiple 
public services and welfare programs (Karjalainen, 2013). TYP services and Ohjaamo 
guidance centres are good examples how such trends have had an effect on Finnish 
employment services (European Commission, 2018; Elinkeino-, liikenne- ja 
ympäristökeskus, 2019). 
 
Active labour policy dominates the current political discourse surrounding labour policy 
in Finland and the rest of Europe. Neoliberalism and the Americanisation of European 
labour policies can be identified as key influencers in governments choosing to adapt 
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active labour policies (Julkunen, 2013; Keskitalo, 2013). The discourse on activation 
and active labour policies has transitioned into a wider concept of active citizenship 
which highlights individual responsibility (Keskitalo & Karjalainen, 2013). Some 
discourses on labour consider all work to rectify and boost individuals’ morale 
(Julkunen, 2013). Ylikännö (2017) argues that being an active participant in society 
has become an testimony of good citizenship. The welfare state no longer provides 
passive benefits for unemployed jobseekers but instead promotes individual 
accountability in the form of active measures (Ylikännö, 2017). Julkunen (2013) 
considers such measures as attacks on a jobseeker’s personal autonomy. Jobseekers are 
forced to participate in undesirable and artificial activities that merely imitate 
employment (Julkunen, 2013). These tasks are expected to open up opportunities for 
acquiring meaningful work, but the benefits of vocational training or rehabilitation 
often fail to transfer into the open labour market (Geldof, 1999; Julkunen, 2013). 
Julkunen (2013) argues that unemployment is a structural problem, and activation 
policies unfairly shift the responsibility of employment to individuals’. The institutions 
and structural issues that cause unemployment and social exclusion are left unaddressed 
(Geldof, 1999). Geldof (1999) maintains that businesses are allowed to freely reap the 
rewards of society without being required to commit to any form of collective 
responsibility in combating unemployment.  
 
Some researchers see the changes in labour policy as a transition from a welfare state 
to a workfare state (Julkunen, 2013; Ylikännö, 2017). The shift can also be described 
as a transition from a compensatory form of welfare to an activating form of welfare 
(Geldof, 1999). The discourse on active labour market policy presents the question: is 
the role of the government to compensate for exclusion from society and the labour 
market through unemployment benefits or to try and reintroduce individuals into the 
labour market through active measures (Geldof, 1999; Julkunen, 2013; Keskitalo & 
Karjalainen, 2013)? The dispute is naturally not this simple; active labour market 
policy can target issues outside employment, such as the prevention of social exclusion 
and marginalization (Keskitalo & Karjalainen, 2013). High unemployment is also a 
burden on the social security budget (Geldof, 1999). However, active labour market 
policy does not guarantee savings on social security budgets; Geldof (1999) suggests 
that activation requires increased personal counselling and personalized service, which 
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is more labour intensive than administrative processing of welfare claims. Moreover, 
Alasalmi et al. (2019) demonstrate that activation measures have little to no proven 
effect on the employment of the long-term unemployed. 
 
Whilst activation measures may have little demonstrated effect on the employment 
levels of the long-term unemployed, active measures have been demonstrated to have 
a positive effect on the employment levels of young people (Alasalmi et al., 2019). Most 
studies only consider the effectiveness of active labour market policy through 
employment levels, even though it can have rehabilitating effect on wellbeing and 
mental health (Karjalainen, 2013; Alasalmi et al., 2019). However, it is difficult to 
accurately measure the various effects of labour policies due to the complexity of 
unemployment as a societal issue (Karjalainen, 2013). Despite the criticism presented 
towards active labour market policy, it identifies that the unemployed have immensely 
different needs and requirements through providing a high level of personalised service 
(Alasalmi et al., 2019). 
 

2.2 Service improvement activities in public organisations 

This chapter discusses service design and how it is practiced in public organisations. In 
order to discuss how it is implemented in public organisations in chapter 2.2.2, service 
design is first defined in chapter 2.2.1.  
 
2.2.1 Defining service design 

The shift from a manufacturing economy to service economy that began in the 1970’s 
in most developed countries was coined the service revolution (Koivisto, 2007; Beltagui 
et al., 2016). However, the quality of service interactions remained stagnant regardless 
of the transformation of the economy (Parker & Heapy, 2006). Businesses were slow to 
realise that they had to begin designing services just like they had been designing 
products. In the beginning of the 21st century service design was still in its infancy, 
with users and user-centrism rarely being fundamental to the design process. Many of 
the tools and methods used to design services relied on traditional marketing techniques 
such as customer satisfaction surveys (Koivisto, 2007). Service design is still a young 
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field, but as a result of growing interest from researchers and public and private 
organisations, service design research and methodologies are beginning to mature (Saco 
& Goncalves, 2010). 
 
Service design is an user-centred approach to designing services; it addresses the 
functionality of services from the users’ point of view by placing the user at the centre 
of the design process (Koivisto, 2009; Mager, 2009; Trischler & Scott, 2016). Through 
studying the user experience, existing and latent user needs can be identified, providing 
the needed information to produce a service that is both usable and desirable from the 
users’ point of view (Parker & Heapy, 2006; Mager, 2009). Service design is a balance 
of designing systems that appeal to end-users while staying within operational 
limitations; in effect it combines design, management and process engineering 
(Stickdorn & Schneider, 2015; Sirendi & Taveter, 2016). Service design methodologies 
are based on performing extensive user research and visualising findings to provide 
tangible evidence of the service process (Trischler & Scott, 2016; Følstad & Kvale, 
2018). 
 
Saco & Gonsalves (2010) argue that service design is as much about how services are 
organised as much as it is about user-centred design. Service designers must take into 
account a holistic view of the service system, that considers strategic, system and 
process decisions. Service design is a balance of coordinating systems and studying how 
users experience services (Trischler & Scott, 2016). Mager (2009) argues that only the 
conditions that lead up to an experience can be designed. The service experience is 
subjective and attempts to standardise can be counterproductive. Furthermore, 
Trischler & Scott (2016) observe that users do not experience whole service systems 
but personal pathways through them. Stickdorn & Schneider (2015) concur with the 
notion that service design must consider services from a holistic and user-centred 
perspective in their attempt to define service design, presented in Table 1. They 
advance the definition by drawing attention to the importance of co-creation, 
sequencing and evidencing in service design. Mapping and visualising the service system 
serves as a basis for studying the user journey and user experience (Stickdorn & 
Schneider, 2015). The process of service design provides concrete evidence of abstract 
concepts through different tools of visualisation, prototyping and co-creation, with the 
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outcome being used as a basis for analysis and communication between different 
stakeholders (Mattelmäki, 2015; Stickdorn & Schneider, 2015; Trischler & Scott, 2016).  
 

Table 1: 5 principles of service design thinking (Stickdorn & Schneider, 2015) 

User-centred Services should be experienced through the customers perspective 
Co-creative All stakeholders should be included in the design process 
Sequencing The service should be visualised as a sequence of interrelated 

actions 
Evidencing Intangible services should be visualised in terms of physical 

artefacts 
Holistic The entire environment of a service should be considered 

 
Several different service design methods and tools have been created to study the 
complexity of the service experience (Trischler & Scott, 2016). Since service experiences 
are intangible and ephemeral by nature, a tool that ‘maps’ the experience has been 
developed to create visually apprehensible evidence of the user journey (Mager, 2009; 
Trischler & Scott, 2016). This tool is commonly referenced as customer journey 
mapping (Følstad & Kvale, 2018). The journey map can have many different functions: 
it can help provide a shared understanding of the service to different stakeholders, 
deliver insight into the service process and help analyse the quality of the service process 
(Halvorsrud et al., 2016; Følstad & Kvale, 2018). User needs are difficult to articulate 
and transfer, and customer journey maps can provide a way to transfer latent user 
needs (Trischler et al., 2018).  
 
Co-creation and co-design methods are also seen as an important toolset within service 
design, as they involve the people using the service into the design process of the service 
(Trischler & Scott, 2016). Users of the service are invited to participate in the design 
process as equal members of the design team. The process employs different design 
tools, such as games, visualisations and probes to engage participants and facilitate 
ideation (Trischler et al., 2019). The users role in the co-creation process is twofold; as 
a non-designer they can provide a fresh outlook on the problem at hand and as a user 
of the service they provide a relevant perspective to the design process (Trischler & 
Scott, 2016; Trischler et al., 2019). The co-creation process can open up opportunities 
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for mutual learning and innovation cycles as depicted in Figure 2. It can help nurture 
a relationship between the community of users and the service provider; particularly in 
the design of public services co-creation processes can help users feel more involved 
(Parker & Heapy, 2006). Trischler & Scott (2016) add that “sustainable public service 
organisations are dependent on building long-term relationships” with their customers. 
However, co-design and co-creation can also be viewed as a way to achieve societal 
change (Sangiorgi, 2011). Sangiorgi (2011) argues that co-creation in the reform of 
public services changes to role of citizens and organisations and sets the premise for 
organisational and societal change. 
 

 
Figure 2: The co-production matrix (Trischler & Scott, 2016) 

 
2.2.2 Service design in public organisations 

Public organisations have slowly started to show interest towards service design as the 
benefits and opportunities of the practice are becoming increasingly apparent (Parker 
& Heapy, 2006; Kuusisto & Kuusisto, 2015). Research and innovation on service design 
has happened predominantly in private organisations, but it is evident that service 
design has considerable potential in public sector organisations (Parker & Heapy, 2006; 
Thurston, 2009; Kuusisto & Kuusisto, 2015). As public organisations face a constant 
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struggle balancing budget cuts and rising demands for services and service quality, 
adapting service design methods may provide the much needed tools to improve service 
performance and customer experiences in the public sector (Leinonkoski, 2012; 
Kurronen, 2015; Husso & Alatalo, 2020).  
 
The slow adaptation of service design in public service organisations may stem from 
many reasons. Kurronen (2015) points out that public service organisations are 
burdened by legal requirements to maintain a constant level of stability and consistency 
in their services unlike their counterparts in the private sector. In addition to strict 
legislation, political reasons can impede the co-operation of different departments and 
individuals within public service organisations. (Kurronen, 2015). Difficult economic 
conditions paired with little formal research of service design in the public sector may 
also contribute to unwillingness to adapt service design methods (Leinonkoski, 2012; 
Oosi et al., 2017). Additionally, Trischler and Scott (2016) identify the rigid structure 
of public service organisations as a barrier for innovation as they can disrupt and hinder 
collaboration with third parties.  
 
Public services often take shape organically, slowly taking form through shifting public 
policies and are rarely the result of careful and intentional design (Thurston, 2009; 
Leinonkoski, 2012; Design Commission, 2014). Much of the design activity of public 
services happen as a by-product of the process of creating policies, systems and 
institutions (Trippe et al., 2016). This causes organisations to direct their efforts on 
designing internal-delivery systems instead of considering the needs of the end-users 
(Design Commission, 2014). Public service organisations still see services through the 
prism of goods-dominant logic, with the citizen being a passive recipient of a specific 
product category (Trischler & Scott, 2016). Failing to account for actual user-needs in 
the beginning of the design process and not understanding the user experience results 
in ineffective and frustrating service experiences for user (Design Commission, 2014; 
Trischler et al., 2018). Recent evidence shows that applying participatory design 
methods in the beginning of the service design process allow users to contribute 
important knowledge about their needs and desires, resulting in services that better 
correspond to user requirements (Trischler et al., 2018). Moreover, Trischler & Scott 
(2016) demonstrate that policy makers and service designers should aim to gain full 
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knowledge of the user experience when developing services by using a variety of 
information gathering methods, such as customer journey mapping, personas and 
collaborative design workshops. 
 
Service design and co-production methods can not only ensure that services meet user 
needs, but they can also create a level of public ownership. Creating services with the 
public through consulting and collaborating with them means creating services through 
co-operation (Design Commission, 2014). According to Design Commission (2014), 
citizens are less likely to oppose even unfavourable design and policy decisions when 
involved through co-creation. However, Meriluoto (2019) offers a critique in using co-
design and participatory methods in the design and reform of public services. Meriluoto 
(2019) argues that the feeling of participation and ownership in the co-design of public 
services is only experiential, and ‘what counts most is that people feel included’. Users 
of public services in co-design projects are tokenised, with the aim of their inclusion in 
the design process being to legitimise decisions that have already been made. According 
to Meriluoto (2019), this creates a false sense of power and empowerment to the users, 
whilst maintaining existing power dynamics, as it can be interpreted in the example 
provided by the Design Commission (2014):  
 
“Even when public service institutions are outdated, costly, and ill-suited to current 
needs, there is often a noticeable public attachment to them. How many people have 
protested about the closure of libraries they rarely use? Or against the outsourcing of 
services? Public service redesign, the ‘design’ way, means consulting and collaborating 
with the public, not imposing change upon them. Being involved in the change 
conversation from the start means people (as citizens, taxpayers and service users) are 
more likely to feel a degree of ownership. This, in turn, means they are less likely to 
oppose the agreed solution, and will potentially be more willing to play a part in 
delivery.” 
 
Meriluoto (2019) offers valid criticism of adopting participatory methods in designing 
public services. However, when properly facilitated, user involvement is shown to foster 
innovation and bring forth new perspectives to rigid and traditionally siloed 
organisation structures in the public sector (Trischler et al., 2018). Organisational 
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structures in the public sector bar innovation and development of services, and service 
design provides the tools necessary to overcome these barriers; service design can help 
collaboration and communication within organisations with siloed structures (Kurronen, 
2015). User-centred design models such as co-design can culture innovation within 
public organisations by involving all stakeholders into the design process. Bason (2010; 
as cited in Kurronen, 2015) identifies two distinct benefits brought to public 
organisations through co-design. Firstly, co-design can introduce innovative dialogue 
that can evoke new and different ideas by including the perspective of people who do 
not usually contribute to the design process. Secondly, the requirements and needs of 
end-users can be identified when planning and designing the actual service; the aim of 
involving users in the process of designing the service is to ensure that the final service 
genuinely meets user needs, as this information is often ‘sticky’ and difficult to transfer 
(Trischler et al., 2018).  
 

Table 2: Opportunities of service design for public organisations (Kurronen, 2015) 

Identifying user needs Helping users communicate latent 
needs and tacit knowledge 

Improving stakeholder knowledge 
and communication 

Service design tools can facilitate 
dialogue between stakeholders and help 
create a shared understanding 

Risk management Prototyping and experimenting 
through service design can help identify 
which decisions are beneficial for the 
organisation 

Improving service cost-efficiency Identifying user needs and providing 
relevant services can cut service costs 

Giving users a possibility to 
influence 

Co-design can foster relationships and 
knowledge transfer between users and 
the service organisation 

 
Service design can also provide public organisations the tools for improving inter-
organisational communication, which is often a challenge due to the complex structure 
of public organisations (Trischler et al., 2018). Kurronen (2015) demonstrates that 
service design can be used to create a common language between different professionals 
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within an organisations. Particularly visualisation tools can support opening up 
dialogue across organisational departments and helping different suborganisations 
understand how they are interconnected within the organisation (Marquez et al., 2015). 
Some public services can span across multiple public organisations and can involve 
users communicating and interacting through many different channels, such as web 
services and telephone. Public organisations need to create an understanding of how 
users and organisations interact within the service ecosystem – this is where service 
design and especially visualisation techniques can help public organisations be more 
efficient (Parker & Heapy, 2006).  
 
Service design can often challenge existing organisational practices and culture. 
Employees collective and subconscious assumptions of their organisations and their 
relationship with the organisation form the values and norms that guide the 
organisational culture. These fundamental assumptions are neither acknowledged nor 
challenged within the organisation. Service design by definition attempts to bring in 
new perspectives and ideas which may challenge the current organisational culture and 
the organisations way of doing things, as illustrated in Table 2 (Kurronen, 2015). 
Professionals working in the organisation may feel threatened as professional identity 
is challenged when users are brought into the design process as equals. Employees need 
to be able to understand that the users’ expertise and knowledge is as important as the 
professional knowledge they possess (Jenhaug, 2020). 
 
Trischler et al. (2018) argue that despite the convincing evidence that service design 
and co-design methods are effective and can allow service providers to identify user 
needs, many organisations, even in the private sector, are timid to involve end-users in 
the design process. Companies and organisations do not have experience or 
understanding of the value that can be brought through co-design and how such 
practices should be facilitated. Trischler et al. (2018) point out that public organisations 
face different and more complex challenges employing service design methods than 
private sector organisations. Engaging vulnerable user groups in co-creative design 
especially when the subject matter is sensitive can be a difficult task. End-users may 
be unwilling to participate in the design process due to sensitive topics or the feeling 
of not having the required skills and knowledge for contributing ideas. 
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However, there are several moral and democratic arguments that argue for including 
users in the design process. Users have a better chance to influence what kind of services 
and how they are provided – this lowers the risk of unwanted or unneeded services 
being developed (Kuusisto & Kuusisto, 2015). The idea that users should be more 
involved in the design process builds on the paradigm of active citizenship (Meriluoto, 
2019). Involving users in the design of public services presents great potential for 
innovation but also transforms the citizens’ role from a passive recipient of a service to 
an active collaborator (Kuusisto & Kuusisto, 2015). 
 

2.3 Customer journey mapping as a tool for improving services 

This chapter presents customer journey mapping as a tool that can be used to improve 
service quality. Chapter 2.3.1 defines customer journey mapping and terminology 
associated with it. Chapter 2.3.2 examines different visualisation techniques used in 
customer journey mapping and chapter 2.3.3 how customer journey mapping can be 
applied in improving service quality. Finally, chapter 2.3.4 provides an overview on 
service blueprints and how they are related to customer journey maps. 
 
2.3.1 Customer journey maps and touchpoints 

Customer journey mapping is the process of analysing the service experience through 
the identification and analysis of touchpoints i.e., interaction between the user and the 
service provider (Følstad & Kvale, 2018). As most service design methods, it originated 
as a marketing tool to better understand the customer’s decision and onboarding 
process, but has been adapted in service design as a tool to gain deeper insight on the 
service experience from the users perspective (Crosier & Handford, 2012; Følstad & 
Kvale, 2018). Halvorsrud et al. (2016) define customer journey mapping as ‘a 
conceptual framework for modelling customer journeys in terms of touchpoints’. 
Customer journey maps are visualisations based on the mapping process, that present 
the service process from the customers’ perspective and how it is subjectively 
experienced by them (Halvorsrud et al., 2016). Customer journey maps do not focus 
strictly on the structure of the service – it aims to capture what the customer 
experiences, providing information on the emotional aspects of the service experience 
(Segelström, 2013). 
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Customer journey maps illustrate the service process from an outsider perspective, 
allowing the service provider to observe the service experience from the users viewpoint 
(Bason, 2010; Marquez et al., 2015). The customer journey map provides insight on 
how the user experiences the service, identifying and analysing explicit interactions 
between the service and the user (Bason, 2010). The customer journey map is 
chronological, and depending on nature of the service, it can span across hours, days 
or months (Bason, 2010). Bason (2010) points out that the customer journey map 
addresses how the service is subjectively experienced; it should avoid simply listing the 
steps the user goes through when using the service but focus on how these steps make 
the user feel.  
 
The customer journey map is constructed of touchpoints that depict a physical, digital 
or intangible interaction between the user and the service provider (Koivisto, 2009; 
Halvorsrud et al., 2016). Touchpoints may also take form as spaces, websites, customer 
assistants or call-centres, for example (Parker & Heapy, 2006; Clatworthy, 2011). 
Følstad and Kvale (2018) identify that research surrounding customer journey mapping 
has some inconsistencies in the definition of the term ‘touchpoint’. Some research 
considers touchpoints to address the channel or medium facilitating user and service 
provider interaction and other consider it to mean the moment of contact between user 
and service provider (Følstad & Kvale, 2018). This research defines touchpoints to be 
an “instance of communication between a customer and a service provider” as suggested 
by Halvorsrud et al. (2016). Halvorsrud et al. (2016) specify that touchpoints must be 
“visible to the customer” and “discrete events appointed in time”.  
 
In addition to identifying touchpoints along the customer journey, the customer journey 
map aims to identify the channels used at individual touchpoints (Parker & Heapy, 
2006). Channels are defined as the mediums which the user and the service provider 
can interact and communicate through (Halvorsrud et al., 2016). Service experiences 
are characterised as multichannel by nature, mostly due to modern service delivery 
happening through electronic distribution channels and service providers offering the 
possibility to access services through online self-service platforms (Koivisto, 2009; 
Halvorsrud et al., 2016). With modern services, users are given the possibility to 
interact with the service through different channels at different times of the service 
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experience (Koivisto, 2009). The customer journey map provides a way of identifying 
which channels the user uses to interact with the service at specific moments and offers 
and a way to understand the relationships and interactions that happen between 
channels (Parker & Heapy, 2006).  
 
Touchpoints are frequently accompanied by emotional indicators which aim to provide 
information on how the user experiences interactions with the service provider 
(Halvorsrud et al., 2016). By identifying emotional responses at individual touchpoints, 
the customer journey map is able to entail information on the subjective user experience 
(Følstad & Kvale, 2018). Sometimes emotional responses are intentionally left out, 
leaving the customer journey map to depict an illustration of the service architecture 
from the user perspective (Rosenbaum et al., 2017). However, the inclusion of emotional 
indicators are preferred as it adds an additional layer of information to the map which 
offers valuable insight on the customer experience (Crosier & Handford, 2012; Følstad 
& Kvale, 2018).  
 
2.3.2 Visualisation in customer journey mapping 

Visualisation tools are commonly used in service design as a method of communication 
and as a way to translate data into a comprehensible form (Halvorsrud et al., 2016). 
Mattelmäki (2015) argues that behind visualisation and tangibility there is the idea 
that visual processing is a crucial part of the designers though and ideation process and 
therefore visualisation tools are tools that induce thinking and ideation. Creating things 
by hand together can help create mutual understanding and meanings and improve 
communication of stakeholders. Working with visual tools can help with understanding 
the big picture and interactions and connections between elements. Visual material can 
also work as verification for backing up ideas and propositions within organisations 
(Mattelmäki, 2015). 
 
Customer journey mapping is a distinctly visual tool. It relies on portraying the service 
experience chronologically through a chain of touchpoints (Halvorsrud et al., 2016). 
The visualisation technique bears some resemblance to flowcharts; touchpoints are 
depicted as diagrams and are connected in sequence to form a ‘journey’ (Følstad & 
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Kvale, 2018). In their literature review on customer journeys, Følstad and Kvale (2018) 
identify that visualization techniques have large differences and that there are no strict 
visual standards the map has to adhere to. The flexibility in visualization can be 
beneficial to research, as the technique can be adapted to very different contexts.  
 

 
Figure 3: Linked events with emotional response (Crosier & Handford, 2012) 

Customer journey maps come in many different styles (Parker & Heapy, 2006; Crosier 
& Handford, 2012; Halvorsrud et al., 2016; Moon et al., 2016). However, it is easy to 
identify common characteristics. Customer journey maps are constructed around 
touchpoints which are positioned on the x-axis in chronological sequence as seen in 
Figure 3 (Følstad & Kvale, 2018). The y-axis can encode various data, such as 
emotional responses or strategic initiatives (Crosier & Handford, 2012; Rosenbaum et 
al., 2017). In management literature customer journey maps have an operational 
emphasis, omitting emotional responses in favour of strategically relevant information 
(Trischler & Scott, 2016; Rosenbaum et al., 2017; Følstad & Kvale, 2018). On the other 
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hand, in service design literature, the y-axis of the customer journey map is typically 
used to display the users’ emotional responses in relation to touchpoints positioned on 
the x-axis (Parker & Heapy, 2006; Crosier & Handford, 2012; Stickdorn & Schneider, 
2015; Halvorsrud et al., 2016). The y-axis can also encode multiple levels of information, 
adding data such as the channels used for interaction at each touchpoint (Parker & 
Heapy, 2006; Følstad & Kvale, 2018). Icons and symbols can also be used as a way to 
encode additional data into the customer journey map, as seen in Figure 4.  

 
Figure 4: A customer journey map (Halvorsrud & Kvale, 2017) 

Customer journey maps are often split into sections that indicate different phases in 
the service process (Halvorsrud & Kvale, 2017). A common division is to split the 
journey into three sections; before, during and after the service experience (Moon et al., 
2016). This can provide the visualisation with structure and a possibility for the viewer 
to quickly browse through the visualisation for an overview (Segelström, 2013). 
Although customer journey maps are generally split into temporal phases, structuring 
according to the particular context of the service process is also common; maps can be 
split to indicate non-temporal sections of the service process if needed (Halvorsrud & 
Kvale, 2017). The resulting visualisation should be engaging and easy to interpret but 
provide enough detail for analysis and insights (Stickdorn & Schneider, 2015). As one 
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aim of the customer journey map is to establish a common understanding of the service 
process amongst stakeholders, the visualisation should avoid ambiguity and be explicit 
in its notation (Halvorsrud et al., 2016).  
 
2.3.3 Improving service quality with customer journey mapping 

Customer journey mapping provides service organisations with a holistic overview of 
their service process (Halvorsrud et al., 2016). This, in turn, functions as a leadoff for 
various insights into the service process. It can help identify impediments and pain 
points, increase empathetic understanding of users and recognise latent user needs 
(Segelström, 2013; Marquez et al., 2015; Halvorsrud et al., 2016). Additionally, 
customer journey maps serve a communicative purpose in establishing a common 
understanding of the service process amongst all stakeholders (Segelström, 2013).  
 
In public organisations, service design tools are commonly used in the context of 
existing services instead of using them to create new ones (Thurston, 2009). This 
precondition makes customer journey mapping a convenient tool for public 
organisations. It is typical for service designers to begin the design process by 
conducting extensive user research, which is then visualised in the form of personas, 
storyboards or customer journey maps. The visualisation serves as a way to 
communicate the information gathered during user research to all stakeholders 
(Segelström, 2013). The overview of the service ecosystem provided by the customer 
journey map allows service organisations to identify touchpoints that are failing to 
work as intended within the service process, especially when paired with other service 
design tools, such as service blueprinting (Halvorsrud et al., 2016). Sometimes simply 
having tangible proof of the service process is enough as it makes it easier for 
organisations to admit what parts of the service are not working (Parker & Heapy, 
2006). 
 
As public services commonly span across organisations and some elements of services 
may be outsourced to third-parties, users need to interact with several departments 
and organisations  during the service process (Parker & Heapy, 2006; Halvorsrud et al., 
2016). Individual organisations may have trouble perceiving what their role is in the 
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complete service delivery process (Parker & Heapy, 2006). Furthermore, the siloed 
structures of public organisations hinder inter-organisational communication, 
disrupting service processes and service improvement activities (Trischler et al., 2018). 
Marquez et al. (2015) argue that customer journey mapping can allow service providers 
to see the service experience beyond their confined perspective; it provides them an 
opportunity to grasp the actual complexity of the whole service process which may 
have been imperceptible for someone accustomed to working with it. In effect, the 
customer journey map presents the whole service ecology from the users’ point of view, 
which can allow for organisations to pinpoint problems that occur due to cross-
departmental or interorganisational inefficiencies. Parker & Heapy (2006) clarify the 
issue by providing an example from a user’s perspective:  
 
“When someone enters prison, they are assessed seven times in the first three days – 
for level of risk, for health, for learning and development and so on. Each of these 
assessment touchpoints could be perfectly designed; however, for many prisoners it is 
frustrating to provide the same information time and time again. It serves to 
disempower them, to leave them as little more than a figure on an assessment sheet.” 
 
Customer journey mapping allows for service organisations to measure quality through 
user experience, instead of concentrating on performance metrics as indicators of service 
quality (Parker & Heapy, 2006). Crosier & Handford (2012) use an example from health 
care to point out that measuring if a patient felt appreciated and valued during their 
patient experience was a more accurate indicator of service quality than concentrating 
purely on clinical outcomes. It is common for public organisations to be performance-
centric in assessing the quality of public services, despite it being inherently problematic 
for the public sector to define performance in the first place; the quality of public 
services should be measured by the value they bring to society, not by arbitrary 
performance metrics (Parker & Heapy, 2006; Soininvaara, 2009). Parker & Heapy (2006) 
argue that public organisations should shift their focus from measuring operational 
performance to quality of experience when trying to determining service quality. 
Customer journey mapping provides the means to directly study the interactions 
between the user and the service provider, instead of focusing on target-oriented policies. 
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2.3.4 Service blueprints 

Service blueprints are a form of visual service representations that focus on the service 
delivery process (Halvorsrud et al., 2016). In contrast to the customer journey map, 
service blueprints detail all the actions and interactions within a service, including that 
the user is not aware of (Wreiner et al., 2009). Service blueprints have an operational 
focus on service delivery, whereas customer journey maps can be described to 
concentrate on the user experience (Segelström, 2013). Consequently, service 
organisation and infrastructure are considerably more prominent in service blueprints 
as they are in customer journey maps (Følstad & Kvale, 2018). The technique can be 
used to map and analyse internal service delivery structures and operations (Trischler 
et al., 2018).  
 
Service blueprints are visually split into two sections, one that represents the activities 
that are perceived by the customer and one that represents the ones that happen out 
of sight, which are referred to as ‘onstage’ and ‘backstage’ activities (Wreiner et al., 
2009). Some service blueprints extend the categorisation of activities to include 
‘customer actions’, ‘supporting processes’ and ‘physical evidence’ (Følstad & Kvale, 
2018). Halvorsrud et al. (2016) suggest that the onstage actions of a service blueprint 
have significant overlap with a customer journey map that represents the same service 
system, hence allowing comparison to identify deviations in the two. 
 
Halvorsrud et al. (2016) argue that the service blueprint represents the desired state of 
the service, i.e. how it is intended to function. The service blueprint should be a 
generalisation of the service process – it should aim to portray the service in the way 
it happens most often. The actual rendering of the service is illustrated by the customer 
journey map, which describes how the service is experienced by the user. Using these 
tools together allows for comparison that can help identify issues in the service delivery 
process; the service blueprint represents the desired state of the service and the 
customer journey map represents the actual state of the service. 
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3 Research surroundings and methods 

This chapter describes the research surroundings, the research methods and how data 
was collected. Chapter 3.1 provides a description of the Sipoo municipality and the 
Risteys employment unit. Chapter 3.2 presents the research methods used and the 
approach this research takes, whereas chapter 3.3 discusses how the data was collected 
in practice. 
 

3.1 Research surroundings 

This thesis analyses the customer journey of an unemployed jobseeker within national 
and municipal employment services in Finland. The focus of the study is on the 
municipal level employment services of the municipality of Sipoo. However, as the 
Finnish national and municipal employment services are closely intertwined, the focus 
of the customer journey is not intended to be purely isolated to employment services 
on the municipal level, but to also portray the relationships between all organisations 
involved. The following chapters will provide an overview of the research surroundings, 
including a brief summary of the Sipoo municipality, its employment structure and 
employment services.  
 
3.1.1 The Sipoo municipality 

Sipoo is a Finnish municipality in the Uusimaa region located to the east of Helsinki. 
Sipoo has just over 20 000 inhabitants, and the municipality has enjoyed a steady 
population growth of 1-2% a year. However, the growth was stunted when a significant 
part of north-western Sipoo was annexed by Helsinki in 2009, resulting in a loss of 2000 
citizens. Population growth has since recovered, and continues to grow steadily with 
migration from other municipalities accounting for over 90% of the yearly increase in 
population (Sipoon kunnan talous- ja hallintokeskus, 2020). 
 
Demographically, Sipoo is a typical Finnish coastal municipality with a Swedish 
speaking minority accounting for 32% of the population. However, the minority is 
slowly shrinking as the language is more prominent amongst the older generations. The 
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age structure of the municipality is one of the youngest in the country, even with most 
people in their twenties moving out to pursue an education in other municipalities. In 
2017, 42% of the municipality’s inhabitants were employed and 3% were unemployed. 
Since then, the figure has grown to 5,6% in 2019 and 8% in early 2020 (Elinkeino-, 
liikenne- ja ympäristökeskus, 2020; Työ- ja elinkeinoministeriö, Työnvälitystilasto, 
2020). The figure is expected to grow as the effects of the COVID-19 crisis unfold (Työ- 
ja elinkeinoministeriö, 2020). 
 
3.1.2 The Risteys employment unit 

Even though municipalities in Finland are not legally obliged to arrange public 
employment services, in practice they provide an array of services that are primarily 
aimed to benefit individuals who have experienced long-term unemployment. Many of 
the services provided are not strictly categorised as employment services, with a 
significant amount having some overlap with those offered by healthcare and social 
services. The municipality of Sipoo concentrates its employment services at the Risteys 
employment unit. The employment unit offers work rehabilitation, work try-outs, 
courses that promote employment and advice in employment-related matters. It is also 
possible to apply for wage-subsidized work or for apprenticeships through the 
employment unit. Alongside Risteys the municipality operates the youth workshop 
Levari. Sipoo also operates an Ohjaamo guidance centre at a different location.  
 
The youth workshop Levari operates at the Risteys employment unit and is a part of 
the national Youth Workshop model. The aim of the Youth Workshops is to support 
workshop participants’ paths to education and employment. In addition, the workshops 
focus on improving participants’ life management skills and independency (Bamming 
& Hilpinen, 2019). 
 
The Risteys employment unit allows for customers to easily access different public 
sector professionals. Social workers, TE-Service employees and substance abuse 
counsellors visit the unit regularly, enabling low barrier access to professional services 
that are not provided by the employment unit. The role of the Risteys employment 
unit is not only to promote employment but to prevent marginalisation and offer 
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activities and information for youths that are not in employment or education. Risteys 
employs several workers on a permanent contract and the rest of the staff consist of 
work-rehabilitators employed on a fixed-term contract.  
 
Individuals who want to take part in services offered by the employment unit can do 
so by calling directly or visiting the physical location. The unit tries to provide a low 
barrier of entry for individuals interested in participating and helps with dealing with 
mandatory bureaucracy. The employment unit does a lot of co-operation with local 
social services, TE-Services and TYP services, which often direct customers to Risteys.  
 

3.2 Research methods 

This chapter presents the research approach taken in this research, what kind of 
methodology is used and how the data is analysed. This chapter has an emphasis on 
the theoretical framework of the methodology and approach, with following chapters 
taking a more pragmatic stance on data collection and analysis. 
 
3.2.1 Approach 

Service design research is still a young research field, with a focus on methodology 
rather than theoretical frameworks (Sangiorgi, 2009). Service design practice and 
methodology has centred around how to understand, map and communicate customer 
experiences (Sirendi & Taveter, 2016). In a research context, varying approaches have 
been used to reach this goal (Sangiorgi & Pacenti, 2010). Since this thesis aims to 
understand subjective experiences, a qualitative interview study was chosen as the 
research approach. However, the research also encompasses elements of action research. 
This research can be seen to form the inquiry stage of the cycle of inquiry and action 
that is commonly used in action research (Seale et al., 2007).  
 
Action research is a qualitative research approach that aims to produce useful and 
practical knowledge. Action research advocates a democratic and participatory 
approach in research that involves people. It is common for action research to use cycles 
of inquiry and action. In the inquiry phase information is gathered of the phenomena 
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or subject being studied. The action phase takes this information and influences the 
study environment based on the findings of the first phase. The effects of this action 
are observed, and the cycle can be repeated. Concisely, action research aims to 
understand the phenomena being studied through action and direct involvement. (Seale 
et al., 2007) 
 
This research can be described as a qualitative interview study with elements of action 
research. As with action research, this study is sensitive to issues of power, takes into 
account political and social dimensions of those whom with they interact, and the 
primary purpose of this study is to produce practical and applicable knowledge that 
can be used within the environment where this study is carried out (Seale et al., 2007). 
In addition, the principles of action research bare many similarities to service design 
practices; both are transformative, participatory and practical by nature (Seale et al., 
2007; Design Commission, 2014).  
 
The initiation of this research is problem driven i.e., the research approach and plan 
were designed around a practical problem presented by the organisation where the 
research is conducted, in contrast to a research-driven approach (Avison et al., 2001). 
Avison et al. (2001) point out that with such research it is essential for practitioners 
and researchers come to a common understanding of the targets of the research. A 
consensus is important to develop, as there may conflicting stakeholder objectives with 
researchers being motivated by knowledge discovery and practitioners needing a 
practical solution for the problem at hand. However, if stakeholders have differing 
objectives for the research it does not mean the research cannot answer both; the 
research can produce meaningful results for all parties when common goals are 
established. Avison et al. (2001) point out that researchers and practitioners can come 
to a formalised agreement regarding project authority. However, it is common to 
proceed without any form of formal agreement. The communication between 
stakeholders in this research was informal in nature, and common goals and project 
scope was agreed upon verbally at regular meetings. Only the final deadline of the 
research was dictated by a written agreement. 
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For the research problem presented by the Sipoo municipality, a qualitative research 
approach was found to be the most suitable, when considering the available resources 
and the targets of the research. Qualitative research is commonly used to study complex 
social phenomena and to gain an understanding on the experiential dimension of human 
life (Fossey et al., 2002). Interviews were chosen as the main research method, as they 
provide a way to collect information on experiences, opinions and attitudes (Rowley, 
2012). Experiences, opinions and attitudes are what encapsulate the customer 
experience (Chang & Huang, 2016). The research approach taken is influenced by 
principles from action research, and acknowledges the social, political and power 
structures associated with conducting research within a public organisation that deals 
with employment and social issues (Seale et al., 2007). The data gathered through 
interviews was analysed using both a deductive and inductive content analysis method 
and portrayed through customer journey map and service blueprint -visualisations, 
which allowed for a comprehensive picture of how employment services are experienced 
by customers.  
 
3.2.2 Interviews and timeline exercise 

Interviews are used in qualitative research to discover the opinions, attitudes and 
experiences of the interviewee (Rowley, 2012). The method can provide insight into the 
interviewees way of experiencing and seeing the world (Qu & Dumay, 2011). Interviews 
are widely used across qualitative research and provide a flexible and versatile tool for 
data collection (Qu & Dumay, 2011; Rowley, 2012). Interviews are commonly 
categorised based on their structure, with the main categories being structured, semi-
structured and unstructured (Rowley, 2012). Although the interview can be an 
invaluable tool in qualitative research, it is important to acknowledge that it requires 
a great deal of preparation and the gathered data is an interpretative result of a socially 
and linguistically complex situation (Alvesson, 2003; Qu & Dumay, 2011).  
 
Interviews are well suited as a data collection method when the research focuses on 
understanding experiences and opinions and subjects are likely to be more receptive to 
an interview than other data collection methods (Rowley, 2012). In this research setting, 
all of the above hold true. Therefore, it is justified to use the interview as the primary 
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method of data collection in this research. In addition, Følstad & Kvale (2018) point 
out that “there are no strict methodological restrictions for gathering data to form 
customer journey maps”. This research conducts interviews as semi-structured. The 
semi-structured interview was chosen for this research, since it allows for a flexible 
interview structure in a research setting where interviewees may have very different 
backgrounds and experiences. Semi-structured interview questions are developed 
around a set of predetermined open-ended questions and additional questions are 
presented spontaneously when interesting topics emerge (DiCicco-Bloom & Crabtree, 
2006).  
 
Kolar et al. (2015) suggest that using a visual timeline alongside interviewing can 
enhance data collection and data quality, particularly when the interview touches on 
sensitive topics, such as unemployment. Using a visual timeline can break down 
traditional hierarchies of a research interview by allowing the interviewee to filter out 
which experiences they want to add to the timeline, handing over a level of control 
over the content of the interview to the interviewee. In addition, using a timeline to 
cover unpleasant experiences presents the opportunity for interviewees to discuss and 
reflect on future plans and aspirations, situated beyond the timeline, providing positive 
closure to the interview. This study implemented a customer journey mapping exercise 
alongside the interviews, in which interviewees were encouraged to write down 
experiences on post-it notes and arrange them in chronological order on a canvas. In 
addition, interviewees were asked to place coloured stickers on each post-it note to 
indicate was the experience positive or negative.  
 
3.2.3 Data analysis 

Data analysis refers to the process of examining and exploring the data collected during 
research, with the goal of inferring new knowledge and insights (Fossey et al., 2002). 
Many different approaches to qualitative data analysis exist and choosing the right one 
is dependent on the goals and design of the research (Fossey et al., 2002; Hsieh & 
Shannon, 2005; Seale et al., 2007). One of these is content analysis, which aims to build 
insights from text data by systematically reducing it into categories that represent 
meaning (Hsieh & Shannon, 2005; Elo & Kyngäs, 2008). The categories can be used to 
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represent explicit or inferred communication, which means the analysis is dependent 
on the researchers subjective interpretation of the text (Hsieh & Shannon, 2005).  
 
Content analysis may be carried out either inductively or deductively. A deductive 
approach is used when the analysis is constructed around existing theoretical knowledge 
on the subject (Elo & Kyngäs, 2008). In practice, this often means approaching the 
categorisation of data through preconceived categories (Hsieh & Shannon, 2005). In 
contrast, an inductive approach is recommended when there is not enough prior 
knowledge about the phenomenon being studied; categories are derived from data being 
analysed (Hsieh & Shannon, 2005; Elo & Kyngäs, 2008). Content analysis in this study 
is carried out mostly by conforming to the inductive approach. However, a definition 
provided by Halvorsrud et al. (2016) provides the frame of reference for identifying 
touchpoints within the data. To be exact, this does not mean that categories are 
preconceived, but existing theoretical knowledge is applied in the process of content 
analysis. Hence, the content analysis in this study combines elements of both a 
deductive and inductive approach.  
 
The process of content analysis commonly proceeds by the researcher immersing 
themselves in the data in order to ‘obtain a sense of whole’  (Elo & Kyngäs, 2008). 
This usually involves reading through data multiple times. Next, key concepts are 
derived from the data by assigning codes to specific words or sentences (Hsieh & 
Shannon, 2005). Once the data becomes saturated by codes, they can be redefined and 
combined if needed or grouped together in categories (Erlingsson & Brysiewicz, 2017). 
The data collected through interviews in this study was sporadic and unstructured, as 
participants’ experiences were unique and spanned over varying periods of time. This 
put more emphasis on the immersion phase of the workflow, in order to find common 
structures amongst participants’ journeys. The content analysis process then took two 
distinct phases. The first phase used a deductive approach to map events and 
encounters by identifying touchpoints and their chronology in the data. The second 
phase used an inductive approach to code emotions and experiences from the data. 
Alongside the first phase of the process described above, a draft of a customer journey 
map was developed as a visual aid to arrange touchpoints chronologically.  
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Creating customer journey maps alongside the data analysis process helped make sense 
of the data and individual participants’ experiences. Forming a deeper understanding 
of the data requires more than coding data (Fossey et al., 2002). In the context of this 
research, creating a visual output during the analysis phase of the study helped with 
forming an understanding of the structure of participants’ experiences. Therefore, in 
this research, the customer journey map functions not only as a visualisation of the 
data collected but also as a tool to analyse and make sense of the data. 
 

3.3 Data collection 

Data was collected through interviews that were held at two different locations. A total 
of 6 interviews were conducted, with 5 of them held with jobseekers and one held with 
two employees of the municipality of Sipoo. To identify key problems in customer 
journeys, a relatively small number of participants is required (Halvorsrud et al., 2016). 
All jobseekers were participating in rehabilitative work activities at the Risteys 
employment unit at the time of the study. Interviewees were recruited by the employees 
of Sipoo municipality to ensure confidentiality and the anonymity of participants. Due 
to reasons concerning confidentiality, no background information was collected from 
participants. 
 
Two different types of interviews were conducted during the research. One targeted the 
employees of the Sipoo municipality to gather a detailed account of how employment 
services are produced in the municipality. The other targeted jobseekers to collect 
information on their experiences within public employment services. The interview 
targeting the employees of the Sipoo municipality was conducted as a group interview, 
with two employees of the Sipoo municipality taking part in the interview. The 
interview took advantage of a journey mapping exercise, which encouraged the 
participants to create a journey map of the average jobseeker’s path through 
governmental and municipal employment services. The interview began by asking the 
interviewees to portray how a typical jobseeker reaches municipal level employment 
services. Additional questions were presented to identify chronological stages and 
events within the employment services (e.g. What happens after the jobseeker has 
completed this step?). Interviewees were encouraged to write down certain steps on 
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post-it notes and arrange them on a canvas. In addition, a series of questions prepared 
in advance were presented to the interviewees to gain information on specific functions 
of the employment services. These questions were grouped thematically, with others 
focusing on governmental level services and others on municipal level services. The 
interview script can be found in appendix A. 
 
The interviews aimed at jobseekers were structured around collecting information on 
the participants’ experiences in public employment services. The interview questions 
were designed to walk the participant through their experiences in the order as they 
unfolded. To facilitate the construction of a timeline of the interviewee’s experiences, a 
customer journey mapping exercise was used; during the interview the interviewee was 
encouraged to write down their experiences on post-its and arrange them on a canvas 
to form a timeline.  
 

 
Figure 5: Timeline exercise (content censored to protect interviewees privacy) 
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At the beginning of the interview, the interviewee was asked to recall when was the 
first time they came to contact with employment services. From here on, the pace of 
the interview was set by interviewers by asking what followed the event or experience 
the interviewee had just discussed (e.g. What happened after this experience?). Probes 
were used to encourage the interviewee to clarify on a certain experience (e.g. Who did 
you contact in that situation?). 
 
The timeline was used to probe what happened between certain events (e.g. Did anyone 
contact you between these two events?) The interview was split into two distinct 
sections, with the first concentrating on creating a timeline of events with the 
interviewee, and the second revisiting the events on the timeline and asking the 
interviewee on how they felt about specific experiences. The second section of the 
interview was arranged so that the interviewee was asked to indicate how they felt 
about events on the timeline by placing a coloured sticker on each event. A green 
sticker signalled a positive experience, yellow a neutral experience and red a negative 
experience. Probes were used to ask the interviewee how they experienced certain 
events (e.g. Why did you place a red sticker on that event?). The results of the exercise 
were documented by camera. The interview script can be found in appendix A. 
 
The interviews were conducted at the Risteys employment unit and at the Sipoo town 
hall, with jobseekers being interviewed at Risteys and employees at Sipoo town hall. 
Both were locations that interviewees were previously familiar with. For the interview 
aimed at jobseekers, the location was convenient and did not require them to travel to 
the interview location. Particular consideration was given to the interview location, 
since it was important that interviewees felt comfortable in the interview environment, 
as the interviews brought up sensitive topics. However, Gubrium et al. (2012) point 
out that “no interview takes place in a situation of total neutrality”; even though 
interviewees were interviewed at a familiar location, the research location was provided 
on the behalf of the employment services and interviewees had little to no influence 
regarding the location of the interview.  
 
The whole interview process was pilot tested as guided by Wilson (2014). Particular 
attention was paid to how the journey mapping exercise worked alongside the interview. 
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The interviewee who took part in the pilot interview was a jobseeker from the Sipoo 
municipality. Interviews were conducted using a two-person team, as suggested by 
Wilson (2014). Responsibilities were divided between the interviewers, with one 
interviewer making sure recording equipment worked and taking notes and the other 
going through the list of questions. Both interviewers presented follow-up questions 
during the interview.  
 
Four secondary sources were used in collecting information on the current service 
process. These documents are listed in the table below and are referred to in the results 
section with the code listed in the second column.  
 

Table 3: Secondary sources 

Document Refere
nce 

Government proposal HE 87/2020. Hallituksen esitys eduskunnalle 
työllisyyden edistämisen kuntakokeilusta [Government proposal to the 
parliament on the municipal trial promoting employment].  
 

D1 

Kuntouttava työtoiminta - Hyvinvoinnin ja terveyden edistämisen 
johtaminen - THL (2020) Terveyden ja hyvinvoinnin laitos. Available at: 
https://thl.fi/fi/web/hyvinvoinnin-ja-terveyden-edistamisen-
johtaminen/osallisuuden-edistaminen/tyoelamaosallisuus/kuntouttava-
tyotoiminta 

D2 

Act 189/2091. Laki kuntouttavasta työtoiminnasta [The act on 
rehabilitative work activities]. Available at: 
https://finlex.fi/fi/laki/ajantasa/2001/20010189 

D3 

TE-Palvelut (2020) Employment plan. Available at: https://www.te-
palvelut.fi/te/en/information/use_te_services/customers_of_teservices/e
mployment_plan/index.html (Accessed: 23 November 2020). 
 

D4 

Sipoo (2020) Työllisyysyksikkö Risteys. Available at: 
https://www.sipoo.fi/fi/sosiaali-
_ja_terveyspalvelut/aikuisten_sosiaalipalvelut/tyollisyysyksikko_risteys 
(Accessed: 21 May 2020). 

D5 
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3.4 Data analysis 

3.4.1 Interviews with jobseekers 

Data analysis began from replaying recordings of interviews and transcribing them. 
Images of the customer journey maps created during the interviews and transcriptions 
were then transferred to the data analysis software Atlas.ti. Data analysis proceeded 
by identifying relevant touchpoints from the images that documented the customer 
journey mapping exercise. Interviews were first coded using a deductive approach to 
identify touchpoints. The customer journey maps were formed alongside the data 
analysis process as clear patterns started to emerge from the interview material. After 
identifying the touchpoints, an inductive approach was used to analyse jobseekers’ 
experiences. 
 
A deductive approach was used to identify touchpoints from within the interview 
material. The interview material was coded for interactions that fulfilled the condition 
of a touchpoint. 36 unique touchpoints were identified from the interview material 
during the first round of coding. Two re-iterations were performed that aimed to 
combine similar touchpoints. The final number of touchpoints was 17. 
 
Reconstructing the jobseekers’ journeys required a level of interpretation, as the 
interviews were often unstructured and sporadic. For example, some of the interviewees 
explained about an event that had happened at the beginning of the interview and 
returned to that event at later stages of the interview. To overcome this challenge, 
sections of the interview were coded based on the chronology of the event the 
interviewee was referring to. Using this technique, it was possible to identify when an 
interviewee was returning to an event that they had already mentioned earlier. 
 
An inductive approach was used to identify jobseekers’ experiences. Line-by-line coding 
was used to infer meaning from the interview and condense it into codes. As suggested 
by Erlingsson & Brysiewicz (2017) these codes were later categorised, illustrated in 
Figure 6. At first a total of 243 codes were identified from the interview material. A 
second round of coding aimed to merge similar codes, which dropped the amount to 
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138. These codes were then grouped into categories, that represented higher levels of 
abstraction.  
 

 
Figure 6: Grouping jobseeker experiences 

 
Fossey et al. (2002) suggest that coding can be used to bridge together concepts by 
identifying data associated with multiple codes. To infer what kind of experiences were 
associated with specific touchpoints, Atlas.ti was used to bridge and connect 
experiences to touchpoints. Using the Atlas.ti code cooccurrence table, it was possible 
to identify which experiences were associated with each touchpoint. The resulting data 
was used to fill in the customer journey maps and associate experiences with 
touchpoints. 
 
The interview material and customer journey map exercises were used to identify 
distinct touchpoints within participants’ experiences. The touchpoints were identified 
and arranged chronologically to create a customer journey map. In addition, a service 
blueprint was created based on the material gathered through the interview that was 
held with the staff of the Sipoo employment unit. Touchpoints were defined as instances 
of communication between the customer and the service provider. Longer instances of 
interaction, such as periods when a jobseeker attended work rehabilitation daily, were 
illustrated through two distinct touchpoints: the beginning and the end of the activity 
in question. 
 
All jobseekers had very different backgrounds and unique experiences. The length of 
the journeys also varied between some months and tens of years. Some jobseekers had 
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had experiences with employment services as long as 20 years ago. Experiences with 
employment services that occurred over 8 years ago were filtered out of the final 
customer journeys, if they did not provide relevant information or context to the 
customer journey. These experiences did not reflect on the current state of the service 
and were at points related to establishments that no longer exist. 
 
3.4.2 Interview with the Sipoo municipality employees 

The analysis took the same steps as with the interviews with jobseekers; replaying 
recordings and transcribing them. A deductive approach was used to identify 
touchpoints corresponding to the method used in the previous chapter. Visualisations 
were used to support the analysis and construct a coherent service blueprint from the 
material. Using an inductive approach, pain-points and opportunities were coded from 
the material. The analysis process did not achieve the same levels of complexity as with 
the interviews with jobseekers’ as the analysis dealt with a single interview instead of 
five.  
 
Member checking was used to gain feedback from one of the interviewees as suggested 
by Fossey et al. (2002). Drafts of visualisations were presented to the interviewee and 
feedback was requested regarding how well they portrayed the current service process 
and the interactions between different organisations. The aim of this process was to 
improve the credibility and validity of the results.   
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4 Results 

This chapter presents the results of the research. Chapter 4.1 focuses on results derived 
from the interview with the employees of the Sipoo municipality, whereas chapter 4.2 
and 4.3 focus on the results derived from the interviews with jobseekers. 
 

4.1 Description of the current service process 

This chapter provides a description of the service process as it is perceived by the 
service provider. The service process is dissected into three phases in order to create 
comprehensible structure. The phases of the service process are depicted as diagrams 
accompanied by descriptive explanations. The diagrams represent smaller sections or 
phases of the service process, but when combined they form a service blueprint.  
 
The term service process refers to a jobseeker’s full journey from the moment they first 
interact with employment or social services until the moment they become employed. 
The focus of the service process is the Risteys employment unit and how it functions 
within the network of other services and organisations. Since the service process 
involves multiple organisations, the first subchapter presents the organisations and how 
they are involved with the service process.  
 
The chapters that follow illustrate how the service process unfolds. The service process 
is presented from the perspective of the service provider and does not take into account 
jobseekers’ experiences. The last chapter reveals pain-points and problems in inter-
organisational communication and the service process itself based on the findings from 
interview that was held with the workers of the Sipoo municipality (referred to now on 
as I1). 
 
The findings of this chapter are based on interview I1 and documents D1, D2, D3, D4 
and D5.  
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4.1.1 Organisations involved in the service process 

Based on the documents D1, D2, D3 and interview I1, the current service process is 
provided by the cooperation of four organisations:  
 

1. Municipal employment services 

2. Social services 

3. TE-Services 

4. Kela 

 
In addition, the cross-sectoral joint service promoting employment (TYP) is also 
involved in delivering the service. As stated in chapter 2.1.1, TYP is not an independent 
organisation, but an operating model combining the services provided by the 
municipality, TE-Services and Kela. Jobseekers over the age of 25 who have experienced 
over 12 months of unemployment are eligible to receive specialized services provided 
by TYP. 
 
According to interview I1 and the document D5 Sipoo focuses the majority of their 
employment services at the Risteys employment unit. The Risteys employment unit 
arranges rehabilitative work activities, work trials, various courses that promote 
employment and provides support and advice in employment-related matters. It is also 
possible to apply for wage-subsidized work or for apprenticeship studies through the 
employment unit. Alongside the Risteys employment unit, Sipoo arranges a youth 
workshop aimed at under thirty-year-olds, which allows youths to develop work and 
life management skills in a communal learning environment.  At a different location, 
an Ohjaamo guidance centre offers support and help for young people under the age of 
thirty. Alongside the guidance centre, Sipoo operates a small café that acts as a low 
barrier point of access to the Ohjaamo guidance centre.  
 
According to document D3 and interview I1 social services are a municipal level service 
and they work in close collaboration with the Risteys employment unit. It is common 
for jobseekers who take part in rehabilitative work activities to have a pre-established 
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customership with social services. However, if the jobseeker has yet to establish 
customership with social services prior to taking part in rehabilitative work activities, 
customership needs to be established before they participate in rehabilitative work 
activities. From a legal and administrative standpoint, rehabilitative work activities 
are categorised as a social service, but the goals of rehabilitation process can be either 
social or vocational, depending on the participants needs. Often, they are a combination 
of both. Social services may also provide support alongside rehabilitative work activities 
through an appointed social worker, who keeps in regular contact and helps in other 
sectors of life.  
 
Based on document D2, D3, D4 and interview I1, the role of the TE-Services is to 
provide support and advice for seeking a job. A customership with the TE-Services is 
established at the beginning of the service process. The TE-Services provide career 
guidance, different courses and educational opportunities, depending on the needs of 
the jobseeker. The TE-Services work in close collaboration with the Risteys 
employment unit. When a jobseeker begins rehabilitative work activities at the Risteys 
employment unit, an amount of mandatory bureaucracy needs to be handled between 
the TE-Services and the employment unit. If the jobseeker has an active customership 
with TYP instead of TE-Services, the bureaucracy is handled with TYP instead. 
 
According to interview I1, Kela provides different vocational rehabilitation services and 
pays out unemployment benefits. Vocational rehabilitation is provided for jobseekers 
whose ability to work is weakened due to an illness or injury. Kela does not work in 
direct collaboration with the Risteys employment unit, and bureaucracy is mediated 
through TYP or TE-Services. Kela functions as an integral part of the TYP operating 
model. 
 
4.1.2 Phases of the service process 

Three distinct phases were identified from the service process based on the interview 
I1 and document D3: initiation, assessment and rehabilitation. The initiation phase 
refers to the steps that happen before the jobseeker has been introduced to the Risteys 
employment unit. The assessment stage depicts the stage when the jobseeker first comes 
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in contact with the Risteys employment unit and the necessary bureaucratic actions 
taken at that stage. The assessment stage is followed by the rehabilitation stage, which 
is characterised by close interaction between the jobseeker and the Risteys employment 
unit.  
 

 
Figure 7: Phases of the service process 

 
Figure 7 depicts the order in which each phase unfolds. Below each phase is listed the 
organisations that may be involved during each phase. In addition, the figure shows 
the length of each phase. The initiation phase may span between a few weeks to several 
years, the assessment phase usually takes 2-4 weeks and the rehabilitation phase usually 
spans between 3-24 months. It should be noted, that Figure 7 depicts a desired path 
through the service process; deviations in sequence and timespan are common, and the 
service process may move back and forth between different phases. 
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4.1.3 Initiation phase 

 
Figure 8: Initiation process 

The initiation phase was constructed based on the interview I1 and the document D1. 
It consists of all events that precede interaction between provided by the Risteys 
employment unit. Illustrated in Figure 8, the initiation phase includes five discrete 
paths that can lead to the Risteys employment unit. Many jobseekers reach out to the 
Risteys employment unit independently: 

 
“Many of our customers contact us independently. They already know about 
the employment unit, that’s why they come here.” 

 
Anyone can call or visit the Risteys employment unit and they will be invited to an 
interview that aims to identify what kind of services would be best suited for their 
situation. Jobseekers that contact the Risteys employment unit are usually also the 
most committed and motivated to take part in services offered by the employment unit.  
 
Many jobseekers are guided to the Risteys employment unit by the TE-Services. To 
access services provided by the TE-Services, an individual must first register as a 
jobseeker and attend an interview at the TE-Services. A needs assessment and an 
employment plan are made, and the jobseeker is from then on eligible for 
unemployment benefits. The TE-Services aims to provide the jobseeker with services 
that support their path to employment. The TE-Services will also maintain contact 
with the jobseeker and provide support in issues concerning employment. The jobseeker 
must report to the TE-Services during this communication of their progress in the goals 
agreed on in the employment plan. TE-Services use customer segmentation to provide 
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three service tracks, illustrated in Figure 9. Jobseekers are guided to the Risteys 
employment unit through the second and third service track. 
 

 
Figure 9: The service lines of the TE-Services 

 
If a jobseeker does not become employed and they fulfil the prerequisites presented in 
chapter 2.1.1, the TE-Services can recommend for them to take part in rehabilitative 
work activities. The TE-Services may also suggest the jobseeker takes part in the cross-
sectoral joint service promoting employment (TYP) in the case of prolonged 
employment. TYP provides specialized services to combat unemployment: 
 

“If you compare TE-Services to regular health care, then TYP can be described 
as specialized health care.” 

 
TYP can also guide jobseekers to the Risteys employment unit. In addition, jobseekers 
may be guided to the Risteys employment unit by social services or services provided 
by another municipality. 
 



 47 

4.1.4 Assessment phase 

The assessment phase was constructed based on the interview I1. It begins once the 
jobseeker first comes in contact with the Risteys employment unit. This phase includes 
evaluating what kind of services the jobseeker needs and dealing with required inter-
organisational bureaucracy. The standard path through the assesment phase is depicted 
in Figure 10.  
 

 
Figure 10: Assessment phase 

 
The phase begins with an interview conducted by the employment unit that aims to 
identify what kind of services and activities would best support the jobseeker’s 
rehabilitation:  
 

”[We ask about] their history, work history, and what they want to do here. 
How motivated they are. Then there are health and safety issues, if there’s any 
illnesses and such. Or what kind of activity the customer would like to do. What 
kind of work do they want to do, kitchen or logistics or something like that?” 

 
The interview is held at the Risteys employment unit. After the interview, a needs 
assessment is performed. The needs assessment is conducted by the social services. If 
the jobseeker has an established customership with the social services, a needs 
assessment may have been conducted earlier on in the service process. In that case, a 
new needs assessment is not required. The needs assessment is a 3-month process, which 
begins with the meeting held between the jobseeker and the social services, which acts 
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as a preliminary needs assessment. The needs assessment is finalised alongside 
rehabilitation.  
 
After the needs assessment, an activation plan is devised in collaboration with the 
municipality and either the TE-Services or TYP, depending of the jobseekers primary 
customership. The activation plan must be revised every 3-6 months. The activation 
plan functions as a contract between the jobseeker and the municipality, and the plan 
is legally required for the jobseeker to participate in rehabilitative work activities. The 
activation plan includes the goals of the rehabilitation and how these goals are to be 
reached.  
 
The municipality offers a health check-up for the jobseeker before starting in 
rehabilitation. A health check is not required if the jobseeker has already gone through 
the assessment process recently. A few weeks of waiting usually follows before 
rehabilitation can begin: 
 

“My goal is that a customer never has to wait [for rehabilitation], but 
bureaucracy always takes a few weeks. We should always be able to start 
rehabilitation as soon as possible. Especially for them who contact us directly, 
because they are the most motivated and equipped for rehabilitative activities.”  
 

After the bureaucracy associated with the preliminary need assessment and the 
activation plan are ready, the jobseeker can begin the rehabilitation phase.  
 
4.1.5 Rehabilitation phase 

The findings presented in this chapter are based on the interview I1. The rehabilitation 
phase begins when the jobseeker begins to participate at rehabilitative work activities 
at the Risteys employment unit. This phase can include any of the following activities: 
 

1. Rehabilitative work activities 

2. Work try-out 
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3. Pay subsidy 

4. Apprenticeship 

5. Fixed-term contract 

6. Education 

7. Employment 

 
The activities offered to the jobseeker and in which order they are offered to them 
depend on the goals of the rehabilitation process. Even though the rehabilitation 
process is personalised depending on the jobseekers needs, a typical process follows the 
steps presented in Figure 11: 
 

 
Figure 11: Rehabilitative work activities at Risteys 

 
The typical rehabilitation process begins with rehabilitative work activities at the 
Risteys employment unit. The jobseeker participates in these activities 3-6 months at 
a time. Their situation is re-evaluated every 3-6 months, and adjustments are made to 
the activation plan if needed. Ideally, the amount of responsibilities and the difficulty 
of tasks are slowly increased during the rehabilitation process. Usually the rehabilitative 
work activities are followed by a work try-out. The steps that follow the rehabilitative 
work activities are planned carefully: 
 

“I never proceed to the work-try out until the steps that lead to employment 
are clear and established, until we know exactly what is going to happen next. 
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Otherwise we don’t proceed with the work-try out. We continue here 
[rehabilitative work activities], as long as is necessary.” 

 
Careful planning is important, because after the jobseeker has participated in a work 
try-out, they cannot return to rehabilitative work activities. At this stage of 
rehabilitation, motivation and determination is required of the jobseeker. After the 
work try-out, the jobseeker may proceed directly into employment with or without a 
pay-subsidy or start studying at an educational institute. They could also proceed by 
beginning an apprenticeship or become employed with fixed-term contract. A similar 
path is offered for youths as depicted in Figure 12. 
 

 
Figure 12: Workshop activities at Levari 

 
Most youths continue to education or employment from the Levari workshop. The 
contract created between the youth and the workshop is different from the one that is 
made in Risteys. Youths are at a different legal position that people attending work 
rehabilitation. In some special cases, youths may continue from the Levari workshop 
to the take part in rehabilitative work activities.  
 
Municipalities have a significant amount of freedom in how they deliver municipal 
services. As stated in chapter 2.1.1, municipalities have legal obligations in providing 
employment services, but they have autonomy in how they implement these policies: 
 

“Municipalities arrange their employment services very differently. There is a 
lot of variety as municipalities are very different from each other. And the labour 
markets and employment situations vary largely … municipalities implement 
their own policies, local policies.” 
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The Risteys employment unit is unique in the aspect, that they provide a possibility 
for jobseekers to be employed at the employment unit on a fixed-term contract. This 
means that the jobseeker is employed but for a specific time-period, that usually ranges 
from between 6-12 months. The Risteys employment unit currently employs two 
employees who have previously taken part in rehabilitative work activities. An 
apprenticeship is also based on a fixed-term contract, but the goal of the apprenticeship 
is to acquire a professional degree through performing practical work tasks at the 
workplace. 
 
Wage subsidy is a financial subsidy by which the TE-Services reimburse the employer 
for a part of the wage costs of an unemployed jobseeker. It is possible for an employer 
to receive wage support only if the person employed has registered as an unemployed 
jobseeker.  
 
4.1.6 Issues in the service process 

This chapter presents the pain points of the current service process identified in 
interview I1. 
 
The long waiting time associated with the needs assessment carried out by the social 
services was considered a problem in the service process. The jobseeker usually has to 
wait for two weeks from the initial interview until they can begin rehabilitative work 
activities. The wait may be disruptive for a jobseeker who has taken initiative to 
independently seek out rehabilitative work activities:  
 

“[An issue is] how slow the needs assessment is, and what is the customer’s 
status at that point. It depends on how the customer reaches our operations. If 
the customer has contacted us independently, at that point we want to get them 
involved in our activities as fast as possible.” 

 
The policies surrounding wage subsidies has seen many reforms. Currently, the issue is 
that not many employers are interested in providing wage subsidized work for potential 
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jobseekers. Applying for wage subsidy is currently a strenuous process for potential 
employers: 
 

“Some employers have considered it [pay subsidy] to be cumbersome. And 
because of that, they have not been interested in it… if we consider a small 
company, or someone who is hiring their first employee on wage subsidy, it is a 
fairly demanding process.” 

 
Wage subsidy has also received critique for causing precarious work conditions: 
 

“[Wage subsidy] is an important instrument and it has been revamped many 
times. The critique it has received is that it does not seem to improve permanent 
employment. It may be something that maintains unstable and short-term 
employment, but when you think about it from the perspective of the jobseeker, 
of course short-term employment contracts are better than periods of being 
unemployed.” 

 
The Risteys employment unit’s reliance on TYP co-operation is considered a bottleneck 
in the service process. The operations at Risteys are reliant on how well the cooperation 
with TYP is going: 
 

“Right now it [cooperation with TYP] works and it is good. But I am always 
wary about rubber stamping. Right now it works, but if the clerk would change 
or something, I don’t know what would happen to our cooperation. At the 
moment they are a little bit of a rubber stamp, in the end I don’t know how 
necessary that really is … right now it works, but there’s nothing they are doing 
that we couldn’t do ourselves.”  

 
Exchanging information with the TE-Services is seen as difficult. Risteys wishes for 
more open exchange of information with the TE-Services: 
 

“I was contacted by a TE-Service clerk and they said that they have 50 youths 
on a list who could participate in our activities. I told them to give the list to 
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me, and we will figure something out for all of them. But they only gave us a 
list with a fifth of the original amount. I told them that I can contact each and 
every one of them individually, and I know that not all of them will want to 
take part in our activities, but at least they will be aware of the possibility. But 
no, they just won’t give us the information.” 

 
Communication between the TE-Services and the Risteys employment unit is also seen 
as problematic: 
 

“TE-Services isn’t much of a conversational partner anymore … We ask them 
something and all we get as an answer is that we should probably discuss this 
internally.” 

 
Problems were also identified within the TE-Services internal processes. The customer 
segmentation carried out by the TE-Services was criticized to make too broad 
generalizations: 
 

“All jobseekers are unique, they all have their own backgrounds, knowledge, 
skills, hopes and plans, and that they are pigeonholed with service tracks, that’s 
already making very heavy generalisations.” 

 
The lack of face-to-face service was also a concern: 
 

“There is not much personalised service. The traditional model has been that 
you can arrive at the TE-Office and get face-to-face service perhaps with the 
same clerk you always interact with. This does not happen anymore. There is a 
lot less face-to-face service currently than there has been before.” 

 
Transferring resources away from face-to-face services towards a multichannel service 
environment was seen to lower the quality of TE-Services. This shift in paradigm was 
considered to be accompanied with an increase in personal responsibility: 
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“One thing that has facilitated this change is the shift to a multichannel 
environment, and the idea that most customers don’t need personalised service. 
Customers are expected to be proactive and be able to use electronic channels 
independently … It makes sense shifting to electronic services, but it is a big 
development, and perhaps not really that user-centric after all.” 

 
Shifting to a multichannel service experience has distanced the TE-Services from the 
jobseekers. In addition, jobseeker’s who do not reach out to the TE-Services 
independently but prefer to use the online services are easily forgotten and left without 
any human interaction: 
 

“The idea behind providing a multichannel service experience meant that there 
wouldn’t be a need for designated clerks. And that’s been confusing for 
jobseekers. There’s nobody you know personally, and you feel unsure if 
anybody’s handling your case. And the jobseekers’ who tend to prefer using 
electronic services are easily neglected by the system.” 

 

4.2 Touchpoints 

The results presented in this chapter are based on the five interviews that were held 
with jobseekers. This chapter introduces the touchpoints that were identified from the 
interviews, and the experiences associated with them.  
 
A total of 17 unique touchpoints were identified from the interviews. The touchpoints 
were grouped by service provider (grouping displayed in Table 4 top row) and type of 
interaction. 7 different types of interactions were identified from the interviews, which 
are displayed in Table 4. The nature of the experience is indicated by colour, green 
symbolling a positive experience, red a negative one and black a neutral experience. 
Some touchpoints were grouped together, such as apprenticeship and fixed-term 
contract as they both represent a longer period of activity that are similar to each other. 
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Table 4: Touchpoints 

 Social 
services 

Risteys TE-
Services/TYP 

Other 

Contact by 
phone 

xxxx  
 

xxx xxx  

Apprenticeship 
/Fixed-term 
contract / Work 
try-out 

 xx  x 

Registering 
online 

 x xxxx  

Meetings xxxv xx x xx 
Beginning work 
rehab 

 xxxxxxx  x 

Discontinuing 
work-rehab 

 xxxx   

Interview  xxxxx xxx  
 
4.2.1 Risteys employment unit 

All experiences associated with rehabilitative work activities or other activities that 
took place during the rehabilitation phase were considered mainly positive. Other 
activities during the rehabilitation phase included apprenticeships, fixed-term contracts 
and work try-outs. One respondent reported a neutral experience when beginning 
rehabilitative work activities in another municipality, and one respondent described a 
negative experience when beginning rehabilitative work activities at the Risteys 
employment unit. However, all other respondents who reported beginning rehabilitative 
work activities at the Risteys employment unit reported a positive experience. Positive 
experiences when beginning rehabilitative work activities at the Risteys employment 
unit were commonly accredited to finding something meaningful to do after a longer 
period of inaction: 
 

“I was able to get out of the house and get into a group of people with who I 
liked to be with. I was able to be around other people.” 
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In addition, many respondents considered rehabilitative work activities to help 
maintain structure and routines in their life: 
 

“Of course, getting my life back on track, in all aspects of life, beginning from 
sleeping rhythms and eating habits and living a normal life. It was great having 
a place to come to, so I don’t have long periods of not doing anything at all. 
When I feel good again, like properly, maybe then I’ll be able to look at 
permanent employment again.” 

 
Positive experiences at the Risteys employment unit were also accredited to a pleasant 
social environment:  
 

”It was nice having something to do, I don’t really have big social circles so it 
is nice to be able to socialize and make friends here.” 

 
Another respondent described the social environment at the Risteys employment unit 
as supportive: 
 

“And my co-workers, or whatever you should call them here at rehabilitation, 
have always been there to support and help me.” 

 
Jobseekers taking part in rehabilitative work activities felt like their preferences were 
taken into account from the very beginning and that they were able to influence the 
work they do there: 
 

“I felt like that I am able to do the things I want here, and that Risteys tries to 
arrange interesting tasks to do that match my competences.” 

 
Another described that they felt like they were being listened to at Risteys: 

 
“This has been the best place of all the places, here I’ve actually gotten help 
and it feels like they are listening to me.” 
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One respondent indicated a negative experience associated with beginning 
rehabilitative work activities at the Risteys employment unit. This negative experience 
was associated with the assessment phase. The respondent felt overwhelmed by the 
amount of information and different workers coming and going: 
 

”I have to say, that the first time I came here, I felt awful, I didn’t register 
much. People were just coming and going, and I think that’s a problem now 
that I’ve come to think about it.” 

 
All respondents who had experienced the discontinuation of rehabilitative work 
activities reported it to be a negative experience. Discontinuation of rehabilitative work 
activities occurred mostly due to personal circumstances or health issues. Respondents 
reported that in the case of discontinuation the employment unit was very 
understanding: 
 

“I was communicating with Risteys and I let them know what the situation is, 
and I told them that I can’t do this, and they were very understanding of it of 
course.” 
 

4.2.2 TE-Services and TYP 

Interactions with the TE-Services or TYP were reported to be fairly negative. Over a 
third of all interactions with TE-Services or TYP were reported to be negative. Most 
of the negative experiences occurred during face-to-face meetings, particularly during 
the first interview that is held by the TE-Services. One respondent described that the 
interview felt unnecessary and frustrating: 
 

“I didn’t understand why I was going there and what we were going to do and 
what we were going to talk about, and I didn’t get anything out of it. I went to 
the interview and told them what I want to do in the future and what’s my 
history all about. And that was all. I was left totally empty handed.” 
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Another responded felt pressured during correspondence with TE-Service officials: 
 

“I felt like I was being pressured [with sanctions]. Like not in a good way” 
 
One respondent described their regular meetings with a TE-Service official as 
distressing: 
 

“It was distressing. I react to things like that easily. I didn’t sleep the night 
prior to the meeting but just tossed and turned and the morning was really 
distressing. When I got there, I was really anxious. And when I left the meeting, 
I was so relieved, it felt like a weight had been lifted off my shoulders knowing 
that I didn’t have to visit that place for another six months.” 

 
One respondent with a history of dealing with different social services saw that the TE-
Service clerk was just one more official they would be accountable to: 
 

“I had to explain the same things as usual all over again and I know I will meet 
with them a few times and then never see them again.” 

 
One respondent reported using the TE-Services online service as confusing, and 
therefore a negative experience. However, most other positive experiences associated 
with the TE-Services or TYP took place over phone calls or online services. These 
interactions were most often characterised to be calls checking up on the jobseeker and 
were not seen as intrusive or pressuring. One respondent valued the opportunity to 
deal with the TE-Services via phone or online as they appreciated the independence 
associated with it: 
 

“I’m able to take care of things independently even though I’ve been through 
some difficult times. I can’t deal with all bureaucracy as an individual and it’s 
their [TE-Services] responsibility to deal with that. So in that sense I’ve always 
received the right amount of help I’ve needed when I’ve asked for it.” 
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In addition, respondents’ who had had the same contact person from the TE-Services 
throughout their customership had better overall experiences with TE-Services.  
 
4.2.3 Social services 

Interactions with social services was polarizing, with none of the respondents reporting 
a neutral experience, only negative or positive ones. Experiences with social workers 
tended to depend very much on the relationship between the social worker and the 
jobseeker. One respondent reported having a very negative relationship with a prior 
social worker, but the situation had changed once they were assigned a new social 
worker. Some respondents accredited their social worker with providing the support 
they needed during difficult times: 
 

“They were a person that held my hand. They didn’t abandon me. I didn’t feel 
alone with them or that I was going to be left alone somehow. I didn’t have to 
do everything by myself because they supported me.” 
 

In addition, multiple respondents recognised that without the advice or their social 
worker, they would have never found their way to the Risteys employment unit. 
Respondents also saw it a very positive thing that they were able to meet with social 
workers at the Risteys employment unit: 
 

“Meeting a social worker here, I received all that information that I hadn’t 
received before, that was really positive.” 

 
One respondent commented that being able to meet with their social worker at the 
employment unit made the meetings a lot easier: 
 

”And when the social worker visited Risteys I didn’t even realize I was even 
dealing with a social worker.” 
 

Respondents also appreciated the opportunity to be able to contact other professionals 
such as a career choice psychologist at the Risteys employment unit. 
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4.3 Customer journey maps 

This chapter presents the design decisions behind the customer journey map 
visualizations, the visualizations themselves and the results inferred from the 
visualizations.  
 
4.3.1 Visualisation and design 

The customer journey map visualizations used in this research were inspired by the 
customer journey maps presented by Halvorsrud et al. (2016) and the service blueprint 
by Pivot designs for ALS Canada (2017). A custom design for the customer journey 
maps was considered necessary as traditional designs were not able to capture the 
interactions between many service providers at a time. None of the visualization 
techniques studied in chapter 2.3.2 were able to portray the interactions between the 
customer and several service providers at once. The final design builds on the use of 
iconography and linear structure from the design presented by Halvorsrud et al. (2016) 
and the colour coding of stakeholders in the service blueprint by Pivot designs (2017).  
 
The customer journey map visualization used in this thesis encodes multiple layers of 
data: 
 

1. The medium of interaction at each touchpoint 

2. Which service providers the jobseeker has interacted with and when 

3. Which touchpoints are associated with each service provider 

4. The chronology of the touchpoints 

5. The jobseeker’s experience at individual touchpoints 

 
The touchpoints identified in the customer journeys were delivered through four 
mediums presented in Figure 13. Touchpoints that depict longer periods of activity 
such as rehabilitative work activities or apprenticeships were categorized to be delivered 
through an ‘activity’ medium. This medium was considered to encompass day-to-day 
interactions between the jobseeker and the people facilitating the activity. Iconography 
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seen in Figure 13 was used to symbolize the medium that enabled communication at 
specific touchpoints. Touchpoints were colour coded based on which service provider 
they were provided by, as shown in Figure 13. 

 
Figure 13: The mediums of the customer journey map 

 
Interaction between the jobseeker and a service provider was depicted through a 
horizontal bar that was colour coded based on service provider, as seen in Figure 14. 
Different shades of colour were used to depict interaction, engagement and availability 
of a specific service. Engagement illustrated an active relationship between the 
jobseeker and the service provider. Interaction represented actual communication and 
was usually accompanied by a touchpoint. Contrarily, disengagement indicates that 
the jobseeker is not in contact with that specific service provider.   
 

 
Figure 14: Customer journey map legend  
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4.3.2 The customer journey map 

Five individual customer journey maps were formed based on each interview. The 
customer journey maps are available in Appendix B. Figure 15 provides an example of 
the customer journey maps developed in this research. 
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Figure 15: Example of the customer journey map
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4.3.3 Insights from the customer journey maps 

The customer journey maps present a holistic overview of the service process and 
display which channels and services jobseekers commonly interact with. As illustrated 
in chapter 2.3.3, customer journey maps can provide the service organisations a new 
perspective to the service process, which can lead to increased empathetic 
understanding of users and recognising latent needs. Customer journey maps can also 
fulfil a communicative purpose and consolidate understanding between all stakeholders. 
 
A typical customer journey studied in this thesis can be characterized as being multi-
channel by nature and invariably involving multiple service providers. 3-5 different 
services were involved in each customer journey at any given time. The typical journey 
would begin with active interaction with either social services or the TE-Services and 
eventually lead to the Risteys employment unit. 
 
Most jobseekers reported not using online services and preferring to maintain contact 
by meetings or phone calls. Jobseekers who required higher degrees of personalized 
services tended to use phone calls and meetings as their primary method of interaction. 
Jobseekers who wanted more independence or did not consider they need a  high degree 
of personalized service leaned towards using online services. Jobseekers who preferred 
online services tended to be younger on average.   
 
In nearly all customer journeys, jobseekers had previous experience of rehabilitative 
work activities and their discontinuation before finally taking part in them for a longer 
period of time. Discontinuation often took place due to difficult life situations or a 
contract not being renewed. Many have also experienced work rehabilitation in other 
municipalities but did not report that their experiences at those locations were of the 
same quality as the experiences at Risteys.  
 
Inferring from the customer journey maps, the assessment phase of the service process 
was very functional. The steps reported during the assessment phase were consistent 
throughout all jobseekers’ journeys. Jobseekers did not identify any issues with the 
assessment phase, other than one respondent reporting the experience being 
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overwhelming because of the number of officials they had to deal with during the 
process. None of the jobseekers reported any significant waiting times during the 
assessment phase, which were identified as a potential issue by the service provider in 
chapter 4.1.6. The assessment phase is an important step in the service process, during 
which the jobseeker commits to participating in rehabilitative work activities. 
 

4.4 Experiences in employment services 

This chapter and the following subchapters will present issues identified in the interview 
material that are not touchpoint specific. The themes raised by this chapter deal with 
overarching themes that are relevant throughout the customer journey.  
 
4.4.1 Peer support 

Respondents reported that they resorted to peers when looking for information on how 
to handle bureaucracy. Peers provided support and a possibility to relate with people 
who had similar experiences. Strong bonds with peers were important especially in 
difficult life situations. Officials such as social workers with similar experiences and 
backgrounds were regarded to be easier to approach. One respondent said that they 
felt their social worker was able to give good advice as they had had similar experiences 
to them related with unemployment:  
 

”They were able to give me good advice because they had similar experiences to 
me.” 

 
In addition, to informal peer support through day-to-day interactions at rehabilitative 
work activities, respondents reported positive experiences with organized peer support 
groups. One respondent wished there would be more opportunities to participate in 
organized peer support groups at the Risteys employment unit.  
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4.4.2 Potential employers 

Some respondents had had negative experiences when looking for work. One respondent 
explained that they felt that their status as a rehabilitator had led to not being taken 
seriously by employers when looking for a work try-out: 
 

“Who would want to hire somebody in rehabilitation? Nobody, I guess.” 
 
All respondents reported problems with finding permanent employment. In addition to 
not finding work, some were faced with hostility from employers. One respondent said 
that they were eligible for wage subsidies and had tried to apply for work using the 
subsidy: 
 

“They told me that when you’re looking for work you can suggest wage subsidy, 
that you have a possibility for that, people might be interested. But then I 
couldn’t find a job, didn’t even get invited to interviews, it was always a message 
that thank you for your interest but why are you even applying, you don’t have 
the right education and we are not interested … my social worker was also 
astounded, they thought that wage subsidy would be tempting for people and 
companies.” 

 
4.4.3 Not receiving enough support 

Not knowing where to find help and receiving enough support was reported to be a 
problem throughout the service process. Many respondents felt like they were not 
treated as individuals and that they would need more personalised support: 
 

“They just disappear, and there’s nobody to tell you what the situation is and 
what you should be doing. They told me that here’s this option and here’s this 
option. You decide what you’re going to do with them. And yeah, I’m not sure 
I can make that kind of decisions.” 
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Another respondent told that they would wish that officials would be more encouraging 
towards their personal goals: 
 

“They should give you proper guidance and take your emotions and wishes into 
account and encourage you to go in that direction.” 

 
Many respondents knew where help was available but found it difficult to ask for help: 

 
” I’m sure help would have been available, if I’d known where to look. But you 
just somehow get stuck in the situation you’re in.” 

 
Some felt that in the situation they are in, it is difficult to constantly be proactive and 
look for help: 
 

“That’s a big issue in many places, that you won’t get help if you don’t actively 
look for it and try to get it.” 
 

One respondent said that being proactive is what brought them into the Risteys 
employment unit: 

 
“Being proactive is how I’ve got into a lot of activities. No officials have really 
suggested to me that you I should go somewhere; I’ve just got lucky and heard 
about some place from my neighbour or friends.” 
 

4.4.4 Bridging services and handling bureaucracy 

All respondents appreciated the fact that the Risteys employment unit bridges together 
many services. One respondent said that without having a drug counsellor at the 
employment unit they may have not sought help from them at all: 
 

“I don’t know if I’d even went to meet with the drug counsellor if they hadn’t 
been at Risteys, it was just so easy to walk upstairs, and they were there.”  
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Respondents felt like the employment unit offered easy access to different services, such 
as social services or drug counselling. In addition, many considered the employment 
unit to help with bureaucracy associated with the TE-Services and social services. 
Respondents considered it easy to approach and ask help from personnel at the 
employment unit. 
 
4.4.5 The importance of routines 

All respondents described periods of unemployment or idleness as distressing. One 
respondent even described the summer break of the employment unit as being too long. 
All respondents acknowledged the importance of having somewhere to go and being 
able to maintain a daily routine in their rehabilitation process. Even in experiences 
that had otherwise been displeasing routine was identified as the most important 
outcome: 
 

“And the vocational rehabilitation provided by Kela, it wasn’t of any use to me. 
But maybe [something positive] was the routine … breaking out of old habits. 
I’m sure there are good services out there, but that was a bad experience.”  
 

Having a routine provided by rehabilitative work activities at the Risteys employment 
unit helped many keep their everyday life in control, as one respondent put it: 

 
“I haven’t had much to do during the summer … I think it’s really hard to keep 
everyday life in control without having some place to be or go.” 
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5 Discussion and conclusions 

This chapter provides an overview of the findings presented in this thesis and the 
conclusions drawn from those findings. Chapter 5.1 summarizes the answers given to 
the research questions presented at the beginning of this research. Chapter 5.2 discusses 
the theoretical implications of this research. Chapter 5.3 examines the limitations of 
this research and 5.4 provides a conclusion to this research. 
 

5.1 Answers to the research questions 

This chapter revisits the research questions presented in chapter 1.2 to clarify how this 
research provides answers to them. 
 
RQ1: What are the touchpoints of the current service process? 
 
Chapter 4.2 pinpoints the touchpoints experienced by jobseekers, and what kind of 
experiences jobseekers associated with each touchpoint. Chapter 4.1 presents the 
touchpoints as identified by the service provider. This chapter also presents which 
organisations are involved at specific touchpoints and how they co-operate during the 
service process. 
 
RQ2: How is the service experienced by the customers? 
 
Chapter 4.2 examines jobseekers’ experiences at individual touchpoints and how 
interaction with individual service providers was perceived. Chapter 4.2 and 4.3 provide 
insight on the diversity of experiences jobseekers had, through descriptions and 
customer journey maps. Elements of the service process that are not functioning as 
intended are presented in chapter 4.4 and discussed further in chapter 5.4.  
 

5.2 Theoretical implications 

This thesis contributes to the growing amount of service design research and 
particularly to literature surrounding service design in public organizations. Most 
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importantly, this thesis contributes to theory regarding customer journey maps and the 
process of creating customer journey maps i.e. customer journey mapping.  
 
Følstad & Kvale (2018) identify that many studies that use customer journey mapping 
do not address the process of data collection and analysis they use in detail. The focus 
is usually on the visualisations, not on how data collection and analysis was performed. 
This research provides a description of how the data analysis process was carried out 
in regard to creating the customer journey map. The research also tries to provide 
transparency of all steps taken towards the development and construction of the 
customer journey map. In addition to outlining the how the analysis was carried out in 
the customer journey mapping process, this research develops a design that can be used 
in mapping services which entail interaction with multiple service providers.  
 
This study confirms the observation that service experiences are becoming increasingly 
fragmented due to the popularization of electronic channels. Halvrorsud et al. (2016) 
identify that a modern service experience is characterized by including multiple 
channels and users frequently switching between them. In addition, users are commonly 
required to interact with multiple service providers during a service experience. 
However, it is questionable how well such a service environment is able to address 
individual jobseekers’ needs. As theorized by Alasalmi et al. (2019) active labour 
market policy is efficient when it is able to provide personalised services. The findings 
of this research shed doubt on how well the policy is implemented. 
 

5.3 Limitations 

A possible limitation of this research is the small sample size (5). However, Halvorsrud 
et al. (2016) argue that it is possible to identify the key problems in a customer journey 
even with a fairly small sample size. In fact, the results of the study are most likely to 
be influenced by selection bias rather than sample size. The jobseekers who participated 
in the study were actively participating in rehabilitative work activities – the sample 
did not include jobseekers who had negative experiences with the employment unit and 
had therefore chosen to discontinue, for example. It is likely that jobseekers with 
negative experiences with the Risteys employment unit were reluctant to participate in 
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the research. In addition, in order to keep interviewees personal information secret, the 
Risteys employment unit was in charge of recruiting interviewees for the research. 
Therefore, this research cannot provide full transparency on the sampling process used 
to recruit interviewees. To further protect interviewees from possible identifiable 
information, this research also avoided indicating from which interview specific quotes 
were from. This has a negative effect on the transparency of this research. 
 
Using interviews as a research method has some inherent limitations to it. This research 
required jobseekers to rely on their memory to reflect on events that could have 
happened many years ago. A few jobseekers admitted that their memory of past events 
is foggy. Therefore, their recollection of some events may not be an accurate portrayal 
of what actually happened. This may have a negative influence on the quality of the 
data used in this study. In addition, the research was conducted by one researcher and 
did not employ any form of data triangulation. Therefore, the results of this research 
may be susceptible to research bias. This bias could have been avoided by using 
multiple researchers to interpret the interview data.  
 
The absence of a standardized approach in collecting data and constructing customer 
journey maps can be considered either a strength or a weakness of the methodology.  
It gives the researcher flexibility in adapting the method for various processes, but in 
contrast, the lack of analytic rigor may produce inconsistencies in results. This research 
relied on self-reported data collected through interviews to construct the customer 
journey maps. For increased accuracy, data triangulation could have been used in the 
form of diaries, for example, with interviewees self-reporting events and interactions on 
either a daily or weekly basis. 
 

5.4 Conclusions and recommendations 

This research draws attention to the importance of personalized service encounters. As 
Alasalmi et al. (2019) point out, employment services that are implementations of 
active labour market policy should in practice provide personalised services and service 
encounters. Service encounters between jobseekers and TE-Services are realisations of 
such policies. Pigeonholing customers may be productive in terms of efficiency, but it 
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does not adhere to the philosophy that is behind active labour market policy. The 
significance of personalised service can be seen in how jobseekers experienced service 
encounters at the Risteys employment unit. The more personalised the service 
encounter was, the better the reported experience. 
 
A service process involving multiple public service organisations presents many 
possibilities for interorganisational inefficiencies that provide the optimal conditions for 
a poor service experience. As with the example provided by Parker and Heapy (2006) in 
chapter 2.3.3, the failure to coordinate information between service providers can result 
in a frustrating user experience. Jobseekers who already had a background with social 
services, for example, considered the TE-Services as yet another bureaucrat they were 
going to have to testify to. Having to state the same information time and time again 
was perceived as frustrating and belittling. Interactions like this are results of a 
multifaceted system that is riddled with bureaucracy and inefficiencies in inter-
organisational communication. It disempowers its users who are already in difficult 
positions in life. However, solving such a problem requires the co-operation of multiple 
organisations and legislators.  
 
The customers of the Risteys employment unit benefit from its agile way of working 
and being able to receive personalised service. However, operating such a model while 
navigating bureaucracy and cooperating with multiple organisations can present 
challenges. The Risteys employment unit is strongly reliant on the co-operation and 
actions of other organisations. Providing the municipality with more control and 
responsibilities in providing employment services would likely lead to an increased 
service quality and an increase in efficiency. This reflects the actions taken in the most 
recent municipal trial which aims to give municipalities more autonomy in producing 
employment services (Government proposal 87/2020). 
 
Since the service experience requires engagement with several service providers, 
information is scattered and sometimes hard to come by. Jobseekers reported that 
information regarding services they would be entitled to was not easy to find. In addition, 
many reported that they find it difficult to ask for help; this was due to already difficult 
life situations and previously discouraging experiences with employment or social services. 
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Providing access to other municipal and national services through the Risteys 
employment unit lowers the barrier to ask for help and concentrates services to one 
location, bridging the information gap between jobseekers and service providers. 
 
Unemployment comes with labels and prejudice; many jobseekers reported not being 
taken seriously during their job hunt. Similar experiences were reported even when 
applying with the help of pay subsidy. Bureaucratic issues with the pay subsidy were 
also identified by the municipality. Negative experiences stemmed from the stigma 
associated with rehabilitative work activities and raises questions on how attractive of 
an opportunity is pay subsidy for potential employers? 
 
The assessment phase may be a potential bottleneck in the service process; however, 
the result provides no clear outcomes concerning the matter. The municipality identifies 
that long waiting times in the assessment phase may have a negative impact on the 
assessment phase. However, no jobseekers reported issues with delays. The assessment 
phase is an important step in the service process and the employment unit should 
continue to allocate resources in making the recruitment process of jobseekers as 
painless as possible.   
 
The importance of having peer support during the rehabilitation process cannot be 
ignored. This is accentuated by praise given towards official and unofficial peer support 
processes. In addition, officials with similar backgrounds and experiences with 
jobseekers were considered easier to approach and to give relevant advice. This supports 
the operating model of the Risteys employment unit which hires jobseekers with fixed-
term employment contracts for various tasks. 
 

5.5 Further research 

This research lays down the foundation for further service design activities and research 
in the municipality of Sipoo in the form of a customer journey map and service blueprint. 
It is common practice in the field of service design to create an illustration of the 
current state of the service process in the form of a customer journey map, for example, 
before embarking on more ambitious service improvement activities. However, this 
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research does also present opportunities for research outside the context of the Sipoo 
municipality. 
 
This study presented the experiences of jobseekers who are actively taking part in 
rehabilitative work activities. A possible avenue for further research would be to 
identify the journeys of those jobseekers who have discontinued work rehabilitation or 
have by some means dropped out of the reach of employment and social services. Using 
this approach, the research could focus on identifying and creating solutions for 
problems associated with jobseekers with whom the employment services struggle to 
maintain contact with.  
 
Further studies could approach individual service providers and their internal processes 
in added detail. This study provides a comprehensive overview of the service 
infrastructure provided by multiple organizations. However, narrowing the scope and 
inspecting how an individual service functions could provide more detailed results into 
specific services. Looking into the service processes of individual service providers may 
have more practical implications in regard to the design and implementation of said 
services. 
 
The approach used to develop and design the customer journey map in this study 
warrants further investigation. The approach could be used in the context of other 
public services or services that require long-term interaction with multiple service 
providers. The design presented in this research should be trialled and undergo further 
analysis to decipher its advantages and disadvantages. 
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Appendix A Interview scripts 

The interviews are translated from Finnish. 
 
Interview aimed at jobseekers: 
 
The aim of the interview is to map your path through the employment services from 
the moment you first registered as an unemployed jobseeker to the current moment. 
 
1. When did you first register as an unemployed jobseeker? 
a. What channel did you use for it? 
b. How did you feel? 
c. Were there issues in the process? 
d. Would you change something in the process?  
2. What kind of life situation where you in then? 
3. What happened next? 
4. Who did you contact? 
5. What are your experiences with the TE-Services like? 
6. Where you in contact with other service providers? 
7. Did the TE-Services guide you to any other employment services? 
8. Have you ever been a TYP customer? 
9. Have you used Ohjaamo services? 
10. Have you been in a work try-out? 
11. Have you taken part in rehabilitative work activities? 
12. Have you been a customer of social services? 
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Interview with the workers of the Sipoo municipality: 
 
The aim of the interview is to discuss employment services by recreating a typical path 
through which a jobseeker would end up rehabilitative work activities in the Sipoo 
municipality. There may be no single ‘typical’ path, but the aim of the interview is to 
identify the services which someone who participates in rehabilitative work activities 
would typically use. You can create multiple paths if you see necessary. You can also 
use the canvas and post-its to write down things and draw. 
 
Beginning of the customership (TE-Office) 
1. How would a typical jobseeker become a TE-Office customer? 
2. What happens when you register as a jobseeker at the TE-Office? 
3. What kind of services does the TE-Office provide? 
4. Which service lines would the jobseeker go through? 
5. What happens if the jobseeker does not reply to the TE-Office? 
6. What services outside the TE-Office could the jobseeker be offered? 
7. How is the jobseeker guided to other services? 
 
Municipal level employment services 
8. At which stage is the jobseeker guided to municipal level employment services? 
9. Can you describe what kind of services the municipality can offer? 
10. Who guides the jobseeker to the municipal employment services? 
11. Who contacts who in this case? 
12. What happens if the jobseeker does not show up? 
13. Who supplies these services? 
14. How much is the municipality responsible of the jobseekers employment? 
15. If the jobseeker does not become employed, is the municipality faced with penalties? 
 
TYP 
16. Would the jobseeker be a TYP customer? 
17. At which stage would they be guided to the TYP services? 
18. What does TYP do and how does it work? 
19. How does TYP and the municipality co-operate? 
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20. Is there anything that could work better? 
 
Other 
21. What other services could be offered to the jobseeker? 
 
22. What about social services? 
23. How do you co-operate with the social services? 
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Appendix B Customer journey maps 

 

 
 
 
Customer journey map 1/5
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Customer journey map 2/5 
‘
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Customer journey map 3/5
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Customer journey map 4/5
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Customer journey map 5/5 


