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Today I am going to talk about…





I love to build!





I am honored to come and talk to 
you about building!



Building houses is not that different from 
building content and services.

You have to do it step by step.



It's actually really pretty easy!

But have in mind…



The user feel safe 
enough to help himself 
when: • I get to know everything I 

have to do
• I know when I can start
• I know the right order to do 

things in
• I know how long it takes
• I know what I´ll need to 

provide
• I know how much it will cost
• I know the consequences of 

the choices I have
• I get help when I need itKate Ivey-Williams

Yes, we
stole it

Thank you
Kate and 

gov.uk



How we made the user more 
safe to help themselves
when reporting commuting
in the tax return



In Norway you can
save a lot of money

on your taxes
because you can get

deductions when
commuting



The problem



The user task «commuting» it´s by our
legal definition two different things with
two sets of rules

Commuting Work journey

• There are big challenges in both areas: Several target 
groups, compliance and self-service on the internet

• Foreigners (languages/cultures) are a large part of the
target group

85 000 
taxpayers

470 000 
taxpayers



Existing information was too complex for 
John Does (and even experts)

Originally, the sets of
rules for commuting
and work journeys
contained 19 790 
words in this format.



Existing information was too complex for 
John Does (and even experts)

To know if you are a 
commuter and what
rates you should use, 
you have to meet
various criteria. 



Existing information was too complex for 
John Does (and even experts)

If you fulfil all criteria, 
you must report 
different numbers in 
various fields in the
tax report. 



Different sources to identify 
user needs



Some of the sources:
Questions from 
our facebook

page.

Query box

Google 
Analytics

Searchlog

Google/trends

Workshops 
with 

servicedesks 
(telephone, 
offices etc)



Finding user words
- Google/trends 

Google/trends –Norway in 2013

Google Trends shows that
"commuter" (red line) is a 
much more used search
term compared to "Work

journey" (blue line)

«work journey» "commuter»



Skatteetaten – tittel på 
presentasjonen

Google/trends –Norway in 2013

Google Trends shows that
"travel deduction " (yellow
line) is a much more used 
search term compared to 
"Work journey" (blue line) 
and "commuter (red line)

"commuter»«work journey» «Travel deduction»

Finding user words 
- Google/trends 



• Time on page: 00:39
• Question box «No» : 86 % 

Google Analytics 18. january– 9. june 2013 – Without employees in the Tax Administration

Analytics and question box All sources for user 
needs, analytics and 
the question box “Did 

you find what you were 
looking for” helped us 
"prove" to lawyers and 
managers that the user 
did not find what they 

were looking for



We analyzed our content and user patterns in 
multiple channels. The conclusions: 
• The terms “commuting” / “work journeys” are mixed by the users. They use the terms 

«commuting» and «work journeys» as one: Commuting. (But it is legally two different things, 
with two different actions). 

• “Commuting” and “work journeys” constitute large volume of traffic on skatteetaten.no, but the 
website lacks content about this. 

• Low satisfaction on “commuting” in our query box on skatteetaten.no.

• Tax payers who make mistakes when reporting commuting in the tax return, do not contact 
us. 

• Those who do contact us, rarely make mistakes when reporting commuting in the tax return. 

• Tax payers have a lot of trouble reporting commuting correctly, because reporting must be 
done in various fields in the tax return. 

• Tax payers often use the wrong rates when reporting. 



Our approach to solving the
problem: 
We made a commuter-guide which contains user-friendly questions 
based on the legal terms, giving you all the proper «how to»-
information at the end if you fulfil the requirements



«Am I a 
commuter?»

«How to» –
Information

«No»

«Yes»

Travel 
deduction 
calculator

130 different 
«How to» –

articles

Concept: a «question tree» to send taxpayers to the correct user task



We started to 
structure the 

questions/answers 
in excel:

Version 0.1



Version 0.2



The question structure 
became too large and 

complex, so we continued 
with mind maps.

Version 0.4



Version 0.7



Version 0.95



Version 1.0

Finally finished, but 
we could have 

continued working to 
make better questions 

and answers



Desktop Mobile

You are here:

The questions are designed 
so that
- the answers are mutually

exclusive
- Taxpayers can respond

right away
- Words and concepts are 

the users' own - not the 
Tax Administration



Desktop Mobile

You are here:



Desktop Mobile

You are here:



Desktop Mobile

You are here:



Desktop Mobile

You are here:



Desktop Mobile

You are here:



Desktop Mobile

You are here:



Desktop Mobile

You are here:



Desktop Mobile

You are here:

You can acces more 
information regarding
other deductions for 

commuters



Desktop Mobile

You are here:

Lenke videre til
Reisefradragskalkulator

(arbeidsreiser).

If not defined as a commuter, 
you get a link to the «Travel 
deduction calculator» (Work 

journeys)



Result



http://beta.skatteetaten.no/klarsprak-nytter-veiviser-og-kalkulator-gjor-det-enklere-for-pendlerne/

We started 
analyzes to 
measure the 
impact of what 
was reported in 
the tax return. 

http://beta.skatteetaten.no/klarsprak-nytter-veiviser-og-kalkulator-gjor-det-enklere-for-pendlerne/


http://beta.skatteetaten.no/klarsprak-nytter-veiviser-og-kalkulator-gjor-det-enklere-for-pendlerne/

Conclusion: The 
commuter guide 
makes it easier
both for users and the
tax administration

http://beta.skatteetaten.no/klarsprak-nytter-veiviser-og-kalkulator-gjor-det-enklere-for-pendlerne/


40% fewer appeals for unclaimed deductions



Number of refused claims for commuter
deduction reduced by 40 %



We achieved the goal: The right tax payers are claiming the deduction,
fewer Norwegians and more Polish people



Fewer «am I a commuter?» queries to the helpline, 
but more with complex questions about commuting





If you want to create wizards 
and step by step - here are 
some tips



1. Design/redesign templates to 
make wizards and step by step



As my incredible talented and 
good colleague Synve Røine 

Fossum told you yesterday - we
redesigned the wizard-template



Desktop Mobile



Less noise



Mobile first



Step by step

Language + design



2. Write the startpage first
The startpage must contain answers to the 
questions:
• Who is the wizard for?
• What do you get to know by answering the 

wizard?
• What do you need to have before you start the 

wizard?
• Any reservations
• How many questions do you have to answer?



3. Create questions and answers
• The user must be able to answer the questions there and then
• Answers must be mutually exclusive. For example “Yes” or” No”



4. Use the words of the users - not the 
terminology of your organization
• Refer to further contact point where it is natural (either for difficult, voluminous or 

other business reasons)



5. All information of what you must do, 
must come at the endpage
• The end page - the text that answers YES / 

NO and gives an in-depth explanation of 
WHO and HOW to carry out the task.

• DO NOT write the texts of the endpages
until the structure of the questions is 
finally completed.



Wizards and step by step is really simple 
to make, just have this in mind:







Skatteetaten.no

Thank you!

Please contact:

Lars Rønn

Lars.ronn(at)skatteetaten.no

Twitter:@larsronn
Web-editor skatteetaten.no

The Norwegian Tax administration

mailto:Lars.ronn@skatteetaten.no


Resources
Content
Commuter guide: https://www.skatteetaten.no/en/person/taxes/get-the-taxes-right/employment-benefits-and-pensions/travel-home-work/commuter/commuter/commuter-
guide/?15342=0
Travel deducion calculator: https://www.skatteetaten.no/en/person/taxes/get-the-taxes-right/employment-benefits-and-pensions/travel-home-work/reisefradragskalkulator/
Commuter deduction calculator: https://www.skatteetaten.no/en/person/taxes/get-the-taxes-right/employment-benefits-and-pensions/travel-home-
work/commuter/pendlerfradragskalkulator/

Blogposts
Read how we made the commuter-guide on our BETA-blog
https://translate.google.com/translate?sl=no&tl=en&js=y&prev=_t&hl=no&ie=UTF-8&u=http%3A%2F%2Fbeta.skatteetaten.no%2Fslik-laget-vi-pendlerveiviseren%2F&edit-
text=&act=url

The BETA-blog is originally written in Norwegian and is translated by Google translate. Original blog: http://beta.skatteetaten.no/slik-laget-vi-pendlerveiviseren/

Effects
https://translate.google.com/translate?hl=no&sl=no&tl=en&u=https%3A%2F%2Fbeta.skatteetaten.no%2Fklarsprak-nytter-veiviser-og-kalkulator-gjor-det-enklere-for-
pendlerne%2F&sandbox=1

The BETA-blog is originally written in Norwegian and is translated by Google translate. Original blog: https://beta.skatteetaten.no/klarsprak-nytter-veiviser-og-kalkulator-
gjor-det-enklere-for-pendlerne/

https://www.skatteetaten.no/en/person/taxes/get-the-taxes-right/employment-benefits-and-pensions/travel-home-work/commuter/commuter/commuter-guide/?15342=0
https://www.skatteetaten.no/en/person/taxes/get-the-taxes-right/employment-benefits-and-pensions/travel-home-work/reisefradragskalkulator/
https://www.skatteetaten.no/en/person/taxes/get-the-taxes-right/employment-benefits-and-pensions/travel-home-work/commuter/pendlerfradragskalkulator/
https://translate.google.com/translate?sl=no&tl=en&js=y&prev=_t&hl=no&ie=UTF-8&u=http://beta.skatteetaten.no/slik-laget-vi-pendlerveiviseren/&edit-text=&act=url
http://beta.skatteetaten.no/slik-laget-vi-pendlerveiviseren/
https://translate.google.com/translate?hl=no&sl=no&tl=en&u=https://beta.skatteetaten.no/klarsprak-nytter-veiviser-og-kalkulator-gjor-det-enklere-for-pendlerne/&sandbox=1
https://beta.skatteetaten.no/klarsprak-nytter-veiviser-og-kalkulator-gjor-det-enklere-for-pendlerne/
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