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of tax returns after selling a 
property are wrong

91%



But why?



1. Nobody likes to lose money
2. It’s something you don’t do very often
3. The law and the rules are complicated
4. You have to make the decisions yourself



The form



How we worked



A cross-functional team (which was also the 
biggest success factor)

• 4 developers
• 3 service designers
• 2 tax experts
• 1 tester
• 1 plain language expert
• 1 product owner
• 1 scrum master



… with the user in focus.



Service design

• Analyses behaviour patterns, 
needs, incentives and 
feelings/attitudes/expectations. 

• Looks for patterns. Not deviations, 
but what is common for many. 



1. Understand the 
challenges of the user



The team interviewed

users estate
agents

12

co-workers

1033



2. Develop services that 
solve the problems the 
users face



Goal



Impact goal for Selling property

The user will be able to declare their sold property in an easy and flexible
way. Afterwards, the user should feel confident that everything is correct. 



Solutions



Guide to selling property

A guide that makes it possible to overview the whole process of buying, 
owning and declaring the sale of a property. 



User benefit at launch

• Gives a good overview and 
guides the user through the 
process

• List of things to think about
• Suggests useful e-services
• No need to call customer service 

for simple questions



Redan lanserad
10 dec (MVP)

Deduction guide

A guide that helps the user understand which deductions they are allowed 
to make. The user can also get a customized answer using a simple e-
service.



Deduction guide



Register information about sold property

An e-service in which the user can register and declare the sold property 
as soon as it has been sold. 



User benefit at launch

• First step towards declaring taxes 
immediately: You can start 
registering the form straight after 
selling.

• Finish everything when the 
papers are in front of you, the 
numbers are on your mind and 
you are still in contact with your 
estate agent.

• Clear and helpful help texts.



Solutions based on these principles

• Asking questions instead of presenting an empty field for the user to fill 
in. 

• Explaining difficult words – if they at all are necessary.
• Splitting difficult things into several questions. 
• We (Tax Agency) know what information we need. We ask questions 

until we have all the answers we need. 
• Content driven, not tech-driven



Why did it work out?



Success factors

Cross-functional team

• 10-15 experts
• Looked at solutions together
• Curious and willing to learn from 

each other
• Planned agile sprints together
• Constantly improved their 

methods
• Had the mandate to make 

decisions

Building blocks

• Flexible
• Humble
• Curious
• Brave
• Communicative



Team goal

We challenge ourselves as well as the organisation. 
We are humble and curious when we take on challenges, and show 
empathy for both the user and the team. 
We are open to change and to change directions when we hit a bump 
in the road.
We work towards common goals, regardless of our role. 
We dare!



Results?



Plain language at the Swedish Tax Agency

• Plain language at the Swedish Tax Agency means clear, understandable 
and friendly language. 

• In our view, plain language is vital for democracy, legal security and 
efficiency.

• We have an annual language plan, a language network for the whole 
agency, plain language guidelines and one-day-training in plain 
language. 

• Awarded the 2019 Plain Language Crystal for our work with writing 
workshops. 

• If you have questions about the Swedish Tax Agency’s overall work with 
plain language, please contact camilla.lindholm(at)skatteverket.se.



Any questions?
Ingrid Herbert
ingrid.herbert(at)skatteverket.se
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