


Open design 
led research 

Explore user 
experience and 
needs in relation 
to all services 
(offline and online) 

Think big, 
start small

Identify ONE 
service area  to 
start with to 
test new ways 
of working and 
prototype

Test 
opportunities

Identify ONE 
service area to 
test new ways 
of working and 
prototype

Make it real

Implement 
changes and 
continue to test 
and iterate based 
on feedback

Open 
discovery

Targeted 
discovery Develop Deliver

The problem
What problem are we 
trying to address and 

for whom?

Our approach



Our approach

Complex understanding of 
user needs and thorough 
user testing

User-centered

Holistic
In-depth understanding 
of the services, processes  
and connections on other 
services and systems

Great user 
experience and 

satisfaction

End-to-end 
transformation



Online swimming pool tickets
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How does it work?

Choose from a variety of 
tickets and seasonal tickets 
for any swimming pool on 
any day

You can buy tickets by filling 
your personal data. You will 
receive email with QR codes 
immediately after purchase.

You can prove yourself 
quickly and easily with QR 
codes upon entrance and 
you don't have to wait in line.

Tickets are valid throughout 
the whole summer season on 
any of the city swimming 
pools. 
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Constant improvement
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    12%
 2021

      15%
2022

Share of online out of total revenue (+25%)
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5 602
 2021 

6 734
 2022

Active users (+20%)
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68
NPS 

92,5%
Of users considers the service 

good or very good

*457 answers

Satisfaction with the service 



Thank you


