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Tieto UX Design

A shift from usability to 
How user experience 

boosts your business

Jouni Linkola
User Experience Consultant

jouni.linkola@tieto.com
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Tieto UX Design

A shift from usability to 
How user experience 

boosts your business

Increase sales
Save Costs
Engage customers

© 2009 Tieto Corporation

Who we are?
In Tieto Service Design 120 experts, in 7 
countries.

Over 60 experts in Usability, Visual
and Interaction design.

Total 17 000 employee
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Why UX matters?

Case: 
New user interface 
on ERP Enterprise 
time management 
system 

© 2009 Tieto Corporation

8 000 hours
Every week. 

Every Friday afternoon all our 
16,000+ talents were cursing over 

the bad user interface in our 
enterprise time management 

system.

Every Friday afternoon all our 
16,000+ talents were cursing over 

the bad user interface in our 
enterprise time management 

system.

50% of all ICT complaints 
in yearly user survey was related to 

time reporting.

50% of all ICT complaints 
in yearly user survey was related to 

time reporting.

Not the best way 
to end a work week. 

Service is not used as 
supposed.

Not the best way 
to end a work week. 

Service is not used as 
supposed.

How to make it 4 000? 

© 2009 Tieto Corporation

”It’s fun 
to report”

”It’s fun 
to report”

”Takes me 
only 5 

minutes”

”Takes me 
only 5 

minutes”

”It’s difficult to 
make 

mistakes”

”It’s difficult to 
make 

mistakes”

”All our consultants hand 
in their reports 

in time”

”All our consultants hand 
in their reports 

in time”

Saving 2 million euros every year.
Improved process for reporting hours
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Ensuring usability
- Best practices

Tieto Service design
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Is there anything 
useful here for 

me?

Is there anything 
useful here for 

me?

What should I do 
to get there?

What should I do 
to get there?

How does this site 
feel and taste?

How does this site 
feel and taste? Will I be able to 

do what I want?
Will I be able to 
do what I want?

Can I trust 
them?

Can I trust 
them?

What is this 
company?

What is this 
company?

The interactive situation
We are all consumers

© 2009 Tieto Corporation

Design driver in service design:

Hide the complexity
• Uniform GUI
• Integrating needed processes
• Transparency in business critical data
• Automated actions
• Personalized digital desktop
• Online communication

9 2011-08-31 © 2009 Tieto Corporation

Clear prioritized
measurable goals:
• “ We need to increase sales by 1,5 million 

euros within the next year ”

• “ Reducing time used in the service 30%”

• “ We want 20% less service calls to our 

support within q2.“  

• “ Increasing the conversion from 8% to 12%“ 

• Etc.

© 2009 Tieto Corporation

Let’s ask and observe the users!
Understand users’ needs and attitudes

11 © 2009 Tieto Corporation

Understand competitors

Lets benchmark other services

12 2010-04-06
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Lets innovate!

13 2010-04-06 © 2009 Tieto Corporation

Business case:
Expected benefits vs. costs

Improved usability
Savings / Month

- €

100 000 €

200 000 €

300 000 €

400 000 €

500 000 €

600 000 €

700 000 €

800 000 €

1 2 3 4 5 6 7 8 9 10 11 12

Saved time (min) / week

Savings / Month

© 2009 Tieto Corporation

Client insight 
Marketing and customer insight 

Product ownership
Process understanding 

Customer care to support the 
processes 

IT and architecture
Channel management  

Online service development

Tieto´s
experience 
Digital service design and 
concepts 
Design facilitation and 
methodology
Delivery capability and 
methodologies from Agile 
to traditional software 
development 
Experience on 
implementing multiple 
technologies and 
integrations 
Change management in IT 

Tight collaboration 
with stakeholders

© 2009 Tieto Corporation

Co-operation of 
different competences

16

Business Goals
Ensures the business

reasoning 

Technological 
possibilities

Ensures the 
efficient 

service production

User needs
Turns the ideas 
into innovative 

digital services.

…from vision to execution. 

© 2009 Tieto Corporation17

Short Concrete projects
Tieto Fast Track way

Phase 2
3 months

Phase 1
6 weeks

Implementation

Prestudy

Detailed design

Go / NoGo

Concept creation

© 2009 Tieto Corporation 18

Goals and meters

Monitoring and 
analyzing

Change

The development cycle can 
be months rather than years 
when proper information is 
available and governance 
model is defined:

• Concrete prioritized goals
and meters

• Real time monitoring
• Empowered analyzes
• Preparedness for agile 

development

How continuous 
development 
can be supported?
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Call us, visit our website
• http://www.tieto.fi/servicedesign
• Inform the customer about the website
• Use the stories yourself!

19
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Jouni Linkola
User Experience Consultant
jouni.linkola@tieto.com


