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Summary

The aim of the city-level Digital Agenda programme was to 
develop the City of Espoo’s services and practices by utilising 
a culture of experimentation and digitalisation. In the first 
phase of the programme, the city’s developer network drew up 
the development guidelines, means and measures for Digital 
Espoo derived from the Espoo Story, as well as a management 
model for the implementation of the digital agenda. Feedback 
was sought for the digital agenda from external stakeholders 
through social media, for example, and at an open event 
organised at the Espoo City Council House. 

The Espoo Digital Agenda was published in 2015. It 
emphasised the culture of rapid experimentation, importance 
of the participation of developers and local residents, 
opening of data, integration capacity of information systems, 
development of individuality of services and improvement of 
cost-effectiveness with new operating methods and modern 
technology. One of the guiding ideas was the discovery and 
scalability of synergies. Experiments were used to identify 
solutions and practices that could serve several city services 
and functions.

During the programme, three open rounds of collecting 
experiment proposals were carried out, resulting in hundreds 
of development ideas. Of these, 20 experiments were 
carried out. Approximately 75% of the experiments had an 
impact after the experiment – either solutions were further 
developed, or they had an impact on the city’s tendering 
and procurement. Experiments were carried out with several 
functions and partners in the spirit of co-creation. Espoo city 
staff, various companies, research and educational institutes, 

and organisations participated in the experiments and learned 
from them. The Digital Agenda programme aroused national 
and international interest and enhanced Espoo’s reputation 
as a pioneering city and community promoting a culture of 
experimentation.

COVID-19 has influenced people’s interactions and ways of 
working. In this unusual time, innovation activities and the 
importance of functional digital services for everyday life are 
emphasised. The programme’s various online service and 
chatbot experiments supported many of the city’s activities, 
such as distance learning and preventing the social exclusion 
of young people and raised awareness of business services 
and organisational activities. During the difficult period, 
experiments were also successfully carried out remotely. This 
motivated and encouraged experts and partners working on 
experimentation to find creative new solutions.

” We encourage everyone to co-create the Espoo Story by 
experimenting and working together.” 

 – Jukka Mäkelä, Mayor of Espoo

” With experimental development and networked 
cooperation, we are building a more sustainable future.” 

 – Päivi Sutinen, Director for City as a Service  
 Development
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1 Implementation of the 
programme

The aim of the city-level Digital Agenda programme was to 
develop the City of Espoo’s services and practices by utilising 
a culture of experimentation and digitalisation. 

The programme began in 2015 and will end at the end of the 
council term in 2021. 

Jukka Mäkelä, Mayor, acted as the owner of the program, 
and Päivi Sutinen, Director for City as a Service Development, 
served as the operative owner from 2017.

The programme was initiated by ICT Development Director 
Hannes Rauhala and ICT Director Matti Franck together with 
the city’s developer network. From autumn 2017, the city-level 
programme was coordinated by Development Manager Valia 
Wistuba from Espoo’s Service Development Unit with Program 
Director Marke Kaukonen from Espoo’s Strategy Unit. 

Experiments were carried out with several functions and 
partners in the spirit of co-creation. Espoo staff boldly and 
innovatively participated in the selection and implementation 
of experiments. Various companies, research and educational 
institutes and organisations participated in the experiments 
and learned from them. 

The experiments were carried out in different areas of Espoo, 
offices, staff premises, libraries, schools, day-care centres, 
museums, public swimming pools, shopping centres, service 
centres and at the Service Centre among residents and clients.

1.1 Overview of the programme and its 
progress

The implementation of the programme was planned in 2014–
2015 and the first experiments were carried out in 2016–
2017. Twenty-five experiments were carried out within the 
framework of the programme, and the last experiments ended 
in March 2021.

In the first phase of the programme, the city’s developer 
network drew up development guidelines, means and 
measures for a digital Espoo derived from the Espoo Story, as 
well as a management model for the implementation of the 
digital agenda. Feedback was sought for the digital agenda 
from external stakeholders through social media, for example, 
and at an open event organised at the Espoo City Council 
House. 

The Espoo Digital Agenda was published in 2015. It 
emphasised the culture of rapid experimentation, importance 
of the participation of developers and local residents, 
opening of data, integration capacity of information systems, 
development of individuality of services and improvement of 
cost-effectiveness with new operating methods and modern 
technology. 

The Digital Agenda programme aimed to refine development 
ideas into concrete experiments together with city staff 
and the entire Espoo community. To serve this purpose, the 
programme collected needs and ideas, organised events 
aimed at their refinement, and tested various methods, such 
as a crowdsourcing tool, service design and prototyping.

One of the guiding ideas was the discovery of synergies in 
different city services and their scalability. Experiments were 
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used to identify solutions and practices that could serve 
several city services and functions.

During the programme, three open campaigns were carried out 
where people could submit experiment proposals, resulting 
in hundreds of development ideas. Of these, 20 experiments 
were carried out. Approximately 75% of the experiments had an 
impact after the experiment; either the solutions were further 
developed, or they had an impact on the city’s tendering and 
procurement. Experiments were carried out with several 
functions and partners in the spirit of co-creation. 

In addition to experiments, theses were written, and studies 
were carried out in the programme. The cooperation with 
educational and research institutes resulted, among other 
things, in a report related to a MaaS experiment in home care 
and a concept for a future solution of a ridesharing experiment 
as a course work of Aalto University’s service design students.



Figure 1:
Description of the experiment process 
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Figure 2:
Overall implementation of the programme on a timeline 

Digital Espoo development 
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Programme launch event 
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Crowdsourcing tool tested 
for collecting and refining 
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to be carried out selected

Experiment proposal 
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implemented, 43 
proposals received

Market dialogue at 
the City Council 
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digital events

Experiment 
proposal 
campaign 
implemented, 
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One 
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discontinued
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campaign 
implemented, 57 
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Market dialogue at 
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sparring

Remote event 
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Espoo, with 100 
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from different 
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Six new 
experiments
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the programming period
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Digital Agenda roadmap

The experiments were carried out in di�erent areas of Espoo in 
o�ces, sta� premises, libraries, schools, day-care centres, 
museums, public swimming pools, shopping centres, service 
centres and the Service Centre among residents and clients.
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1.2 Organisation of the programme 

The aim of the programme was to make the organisation and 
production of Espoo services more efficient by identifying 
feasible development ideas that use technology and to 
implement these with quick, controlled experiments. 

The city-level programme was based on a network approach. 
The network of developers, the ‘digital team’, operated until 
2018, sharing experiences and information about the ongoing 
experiments and organising thematic briefings and discussion 
sessions. Participation in the network was voluntary and open 
within the organisation. The various functions appointed 
representatives in the network, and experts, developers 
and managers also participated in the network depending 
on interest and topicality of the topic. Approximately 30–40 
representatives of the Espoo organisation participated in the 
network’s activities. The network met about 6–8 times a year. 

This developer network was used in:

• brainstorming experiment proposals and organising 
competitions for experiment proposals 

• sparring experiment ideas of tenderers, various suppliers 
and partners 

• evaluating and prioritising the experiment proposals 
received. 

One purpose of the network was to improve the digital skills 
of the participants in the experiments and the organisation. In 
support of this, internal training sessions were organised and 
representatives of other public organisations and companies 

were invited to present their services and solutions to the 
network’s meetings.

The Espoo intranet Essi, the City of Espoo’s Espoo.fi website 
and the City of Espoo’s social media channels were used in 
Digital Agenda communications. The importance of the social 
media in communication increased during the programme 
period, and information on experiments was published on 
Espoo’s MakeWithEspoo Twitter account. In addition, the 
experts’ personal accounts were used to communicate the 
progress of the experiments. Various operational meetings, 
unit meetings, management groups, steering groups and 
network meetings of the organisation were informed of 
specific experiments. The programme’s experiment proposal 
campaigns were communicated both inside and outside the 
organisation. 

The Digital Agenda programme aroused national and 
international interest and enhanced Espoo’s reputation as 
a pioneering city and community promoting a culture of 
experimentation. Throughout the programme, there was 
dialogue and exchange of experiences with various public 
organisations, companies and research/educational institutes. 
Various bot experiments, experiments related to VR/AR 
technologies and experiments promoting mobility services, 
among others, received attention in various organisations and 
in the media.
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The experiment proposals received were evaluated against the 
following key criteria:

• the novelty value of the idea (has not been tried before 
or is not being tried in another Espoo programme)

• the value to residents and customers

• the benefit to the city during and after the experiment

• compliance with the Espoo Story: the proposed solution 
is economically, ecologically, socially and culturally 
sustainable

• the estimated scope/scalability in the services of the City 
of Espoo

• the resources needed to carry out the experiment and 
timing.

In addition, the application for experiment proposals requested 
a description of:

• the aim of the solution to be tested and its benefits 
during and after the experiment

• the implementation plan and schedule

• the resources required (estimates of own and the city’s 
staffing needs) 

• the IT needs, technical preconditions, equipment/tools 
provided and/or needed, required telecommunication 
links

• the funding contributions from the different areas, the 
budget required and any options (e.g. post-experiment 
pilot)

• the results of the experiment.

In addition to the developer network and key experts, the 
views of the management of the city units and the senior 
management of the city influenced the prioritisation and 
selection of the received experiment proposals. 

Espoo’s project portfolio system and SharePoint workspaces, 
and later Teams workspaces, were used in the documentation, 
communication and reporting of the programme and 
experiments.

During the programme period, Espoo received more than 
150 experiment proposals in connection with the experiment 
proposal campaigns. There was continuous dialogue with 
the business community and research institutes. More than 
30 companies and partners carried out experiments during 
the programme period. In addition, there were hundreds 
of contacts on an annual basis. Outside of the campaigns, 
the digital programme implementers were contacted by 
companies, communities and individual residents. In particular, 
various companies were in active contact, offering various 
expert services and solutions for Espoo to try out.
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1.3 Actual costs, funding and resources
The budget for a single digital experiment is small, about 
EUR 30,000. The city-level annual budget reserve was 
EUR 250,000. The annual outturns remained below the budget 
reserve. The City of Espoo did not set a quantitative target for 
the experiments, but the guiding principle was to invest in the 
quality and suitability of the experiments. 

The actual costs during the programme period 2015–2021 
totalled EUR 591,838, of which the self-financed share was 
EUR 536,263.

1.4 Programme experiments
The aim of the experiments was to learn what works, what 
does not and why. The experiments sought, for example, to 
identify a solution that can be piloted for a service(s) after the 
experiment and implemented more widely in Espoo. 

Some of the experiments in the Digital Agenda programme 
originated in the concept work of the KYKY model for co-
creation between schools and companies. Some of the 
created concepts were later been tried out in experiments of 
the Digital Agenda programme. Examples include Mightifier’s 
social skills solution experiment and experimenting with the 
3DBear augmented reality app in teaching. 

Digital experiments with Espoo promoted the success of 
start-ups both nationally and internationally, among others. 
The experiments carried out with Espoo served as references 
for companies’ export efforts and marketing. Feedback from 
companies was very positive. The product and service evolve 
in collaboration with the residents of the ‘pioneering city’. 

Year Self-finance External 
funding Total

2015 19 453 19 453

2016 29 720 29 720

2017 104 049 104 049

2018 139 721 49 075 188 796

2019 53 476 53 476

2020 180 796 180 796

2021 9 048 6 500 15 548

Total 536 263 55 575 591 838

Table 1:
Funding of the programme

The external funding consists of the funding received from 
Business Finland in 2018 and the Kesy project of the 2021  
EDF/EU Six City Strategy (6Aika) project.
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Experiment Services and functions Effects after the experiment Implementation 
time

Homestreet Portal Environment and Technical 
Services, Public Works 
Department

After the experiment, the solution has been 
further developed and piloted, and the portal is in 
use in Finnish and English.

2016–2017

Municipal integration 
platform management 
model testing

IT Administration,  
Corporate Group 
Administration

After the experiment, the management model has 
not been further developed, as far as is known.

2016

IoT waste logistics 
experiment

Environment and Technical 
Services

The experiment influenced the development and 
procurement of waste logistics. The system was 
put into permanent use at the Espoo Public Works 
Department.

2016

Street view for bicycle 
routes

Environment and Technical 
Services

The bicycle route image material collected during 
the experiment will also be utilised in the city’s 
street maintenance services after the experiment.

2017

Digitalised museum  
(WeeGee exhibition)

Cultural services,  
museum services

After the experiment, the solution has not been 
further developed, but museum services have 
used the lessons learned for developing the 
digitalisation of exhibitions and museum services.

2017–2018

Paikasto indoor 
positioning application 
in the Sello Library

Cultural services,  
library services

After the experiment, the solution has not 
been further developed in Espoo. Helsinki has 
developed a library positioning application, and 
Espoo has observed the development.

2017–2018

MaaS experiment in 
home care mobility 
services

Elderly services,  
services provided at home

The experiment had to be discontinued, but 
the experiences and lessons learned from the 
experiment have influenced the development of 
logistics optimisation and analytics in the city.

2017–2018
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Experiment Services and functions Effects after the experiment Implementation 
time

Digital inclusion 
application

Iso Omena Service Centre 
customer services

After the experiment, the solution was not directly 
further developed, but the lessons learned from 
the experiment have been used in developing 
customer services and in the MyEspoo project.

2017–2018

Mightifier as a 
developer of social 
feedback skills in 
teaching

Basic education The experiment has contributed to the 
development of interaction and well-being in 
teaching, and the solution is utilised in teaching 
activities. 

2017–2018

Pikkuli- tunnetaidot 
emotional skills 
experiment in early 
childhood education 
and day-care centres

Early childhood education After the experiment, the staff have introduced 
multi-touch screen content at day-care centres.

2018

Augmented reality 
3DBear app experiment

Basic education and 
museum services

The Finnish Education Unit has used the 
application in basic education after the 
experiment. Schools can get the app from the 
Edustore procurement channel.

2018

Bot experiment in 
telephone services

Telephone services for 
Technical and Environment 
Services and city customer 
services

Experiences from the experiment have been 
utilised in the development of telephone 
services and customer services, and in future 
procurements, e.g. in the MyEspoo project.

2018–2019

Rideshare experiment Environment and Technical 
Services and logistics 
services

The solution of the experiment was not further 
developed. This was also not the aim of the 
experiment, but the experiences of the experiment 
have been utilised in the development of mobility 
services and logistics services in Espoo.

2018–2019
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Experiment Services and functions Effects after the experiment Implementation 
time

Experiment on online 
services for Arabic- 
speaking young people

Social and family services, 
Education and Cultural 
Services

The experiences of the experiment will be utilised 
in the further development of the solution and in 
the future procurement of the city’s e-services 
chat/chatbot.

2020

Business Espoo 
chatbot experiment

Business and urban 
development

KThe solution of the experiment is in use, and 
it is to be further developed and implemented 
permanently. The experiences of the experiment 
will be utilised in the future purchase of a 
city-level e-services chat/chatbot.

2020

Organisational 
data service map 
experiment 

Customer services The goal is to import the information of 
organisations operating in the Espoo region to the 
service map of the Helsinki Metropolitan Area. The 
experiment contributed to the goal of engaging 
the municipalities of the Helsinki Metropolitan 
Area in cooperation.

2020

Experimenting with 
VR content in upper 
secondary and early 
childhood education

Upper secondary and early 
childhood education

The outputs generated in the experiment are 
utilised in teaching and early childhood education 
when communicating and presenting the activities 
of the day-care centre. The digital skills of the 
teachers and early childhood education staff 
involved in the experiment, the skills of creating 
VR content, improved thanks to the experiment.

2020

Experiment with 
creative programming

Basic education, upper 
comprehensive schools

The digital learning platform used in the 
experiment and the programming toolboxes 
obtained during the experiment are used in the 
teaching of upper comprehensive schools.

2020
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Experiment Services and functions Effects after the experiment Implementation 
time

Company event 
calendar experiment

Business and urban 
development

The solution of the experiment is to be 
implemented permanently and further developed. 
The aim is to involve a consortium, i.e. several 
organisations in addition to the City of Espoo, in 
further development. External funding is being 
sought for the further development project.

2020–2021

Experiment on a 
translation and 
interpretation 
application to support 
the use of services

Employment services and 
customer services

The lessons of the experiment will be utilised 
in the city’s future tenders for interpreting and 
translation solutions and, for example, as part of 
the procurement of staff tools and software.

2020–2021

Table 2:
Summary of the programme experiments
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1.4.1 Homestreet Portal provides up-to-date 
information about neighbourhoods

The Homestreet Portal is an online service developed by the 
Public Works Department that serves residents by providing 
diverse information about their neighbourhood. 

The purpose of the portal is to gather up-to-date information 
on matters and services close to home. The website enables 
city residents to follow, for example, the changes and repairs 
in their neighbourhood and planned street projects. 

The Homestreet Portal provides information on 

• current street repairs

• ongoing planning projects

• up-to-date snow ploughing, salting and sanding data

• playgrounds, public car parks, dog parks, outdoor fitness 
equipment, and green spaces near home

• valid street plans

• neighbourhood news and tweets.

The material used by the portal is automatically collected 
from the City of Espoo’s information systems and is updated 
on the website once a day.

The Home Street Portal was one of the first experiments 
carried out with the Digital Agenda programme. There was 
not much faith in the idea of the map service at the outset, 
but Espoo has a strong approach to promoting the culture 
of experimentation and the Digital Agenda programme, within 
which “potential ideas were allowed to be tried”. After the 

experiment, the service started in November 2018, and can be 
found at kotikatu.espoo.fi. Enter your street address on the 
website to get acquainted with current matters in your area.

Figure 3:
Picture is an example of the user interface of the Home Street 
Portal web service 

” The aim was to create an easy-to-use online data-
gathering service where the data is in one place, in an 
understandable form, without the need for a resident to 
have the skills to read maps.”

14
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1.4.2 Municipal integration platform management 
model test (Kuningas project)

In the municipal field, interfaces between systems have been 
a central problem for a long time, and various means have 
been sought to solve the problem. The lack of interfaces to 
municipal systems can constitute a significant obstacle to 
the development of information systems and operational 
processes. Reforming processes and operating models 
without common data models, effective management of 
Master data, user authorisation management and integrations 
is practically impossible. The City of Espoo has been a pioneer 
in the implementation of the Data Exchange Layer. In 2014, 
Espoo, Turku and Vantaa together with the Kunta-KaPA project 
identified common needs and interests for the development of 
the integration platform and integrations. The Kuningas (‘King’) 
project was implemented in 2015–2017 as a proof-of-concept 
project (POC) between the above-mentioned municipalities, 
which produced a management model for the municipal 
integration platform.

Source: Opendata.fi document, municipal integration platform 
management model test with use cases.

Among other things, the project aimed to:

• save on the integration costs of existing and new 
information systems in municipalities. The potential 
benefits of the common integration platform were 
estimated at 15% for existing systems and 20% for new 
systems. 

• support the technological integration capacity between 
cities and receive input for the preparation of the 
municipal management model

• test whether the new kind of municipal integration 
platform and its access libraries and other necessary 
sections can be managed so that it can be used by 
several municipalities

• receive input for the design of a production phase 
management model that enables cooperation between 
municipalities

• support the transition of municipalities to the national 
service architecture by sharing the results of the 
municipal integration platform project in the national 
service architecture development group (e.g. VRK, 
municipal sector KA group).

Figure 4: 

The target interface structure as the starting point for the 
integration platform management model
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The project did not involve the implementation of the 
technical integration platform, which was to be implemented 
in a separate project. Further development and piloting of the 
project output remained open. The final report of the project 
pointed out that, when switching to production and expanding 
cooperation, the processes, operating methods and tools 
related to the implementation of integrations must be defined 
and implemented at the very beginning of the project. The 
expansion of the supported integration platform technologies 
was also seen as needing further development. Espoo has not 
continued to implement the solution.

1.4.3 IoT waste logistics experiment

The aim of the experiment was to logistically optimise the 
emptying of waste, minimise unnecessary work, clean up the 
environment and save costs.

A waste logistics IoT experiment was carried out in 2016 as an 
intelligent transport experiment, in which the routing of waste 
collection vehicles was controlled on the basis of information 
sent to the Internet by filling rate sensors. 

The aim of the experiment was to clarify whether the emptying 
of deep collection containers could be improved by emptying 
each container at the optimum filling rate. In the past, waste 
containers were emptied at certain time intervals regardless 
of whether they were empty or full. The filling rate could be 
measured with a remotely readable sensor and the filling rate 
of the containers could be monitored with a browser-based 
user interface. 

The experiment was a success, and the system was put into 
permanent use at the Espoo Public Works Department.
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1.4.4 Paikasto indoor positioning application

On 14 September, a new Paikasto application, a ‘virtual map’, 
was launched at the Sello Library in Leppävaara, Espoo. 
Customers had the opportunity to test it and provide feedback 
on its usability.

Paikasto is a good example of an experiment in which any 
municipal resident or customer was able to participate. The 
application showed a map of the interior of the Sello Library on 
two floors and indicated the location of the desired material.

The application worked on Android mobile devices and was 
available for free download from the Google Play store. If the 
customer did not have an Android device but wanted to test 
the application, phones and tablets could be borrowed during 
the experiment from the Sello Library.

The application also had a feedback option, through which 
users could express their opinion about its functionality. 

The experiment was carried out in cooperation with the staff 
of the Osuuskunta Luova Kupla cooperative and Sello Library. 
After the experiment, Espoo did not further develop the 
solution. 

” It was nice to see that I 
can find the publication 
or book handily in the 
Sello Library with this 
application.”

” The application turned 
out to be handy, 
especially in large 
spaces.”

Figure 5:
Pictured is an example of the Paikasto application illustration.
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1.4.5 Digitised museum

The Espoo history exhibition presented at the Espoo City 
Museum was digitised jointly by the City of Espoo and 
Dimensium Oy in 2017–2018. 

The aim of the digitisation was to increase the accessibility and 
usability of museum services by offering a physical exhibition 
also as a digital service. 

Another aim was to reach new customers by offering a service 
to people who were unable to come and see the exhibition 
on-site, such as the elderly and schoolchildren. 

The solution is suitable for bringing many different spaces 
digitally to customers independently of time and place. The 
residents of Kauklahti Senior Centre and the pupils who 
participated in the experiment considered a digitised museum 
a good option if one could not see the exhibition in person 
due to, for example, poor health or illness. Teachers used 
the digital museum as part of primary school history lessons. 
The solution of the experiment was not further developed in 
Espoo, but it paved the way for experiments with solutions of 
augmented reality.

Figure 6: 
Sharing the solution in different channels was tested at the 
Kauklahti Life and Living Centre for Senior Citizens and with 
the sixth graders of the Meritorin koulu primary school as part 
of their education. 

Figure 7:
Entrance to the Espoo City Museum at WeeGee.
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1.4.6 Street view bicycle route crowdsourcing 
experiment

From 2016 to 2017, an experiment was conducted to 
photograph the city’s bicycle routes using Google Street View. 
The aim was to have a comprehensive image directory and 
database to help with the maintenance of bicycle routes. The 
street photography was done by both the residents of the 
municipality and the city staff. 

The ‘Katunäkymä pyöräteihin’ (‘Street view of the bicycle 
routes’) crowdsourcing experiment was carried out with Gispo 
Oy. 

The partner provided the photography equipment, guidance 
and collected image material through the open Mapillary web 
service. 

The aim was to determine the adequacy of the image quality and 
the cost-effectiveness of the service in relation to the needs 
of the City of Espoo, as well as to examine the functionality of 
bicycle route photography using crowdsourcing. 

Among the city’s employees, street photography was tested on 
Friday, 28 October, when the employees of the Public Works 
Department photographed the streets around the Espoon 
keskus on foot, by bike and by car.

The application was also discreet – when the photos were 
later uploaded to the map, it blurred the faces of the people 
on the street and car licence plate numbers.

Municipal residents benefited from the image collection 
because they saw the condition of the cycle routes and where 
to cycle in Espoo. 

Figures 8 and 9: 
Examples of the image 
material from Matinkylä, 
near the Iso Omena Service 
Centre and the central park 
stored in Mapillary during the 
experiment.

” All you had to do  
was press one button.  
The user interface 
was intuitive.” 

After the experiment, the City of Espoo’s street maintenance 
professionals utilised the crowdsourced material in street 
maintenance, along with a free Mapillary web-based solution.
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1.4.7 Mightifier as a developer of social feedback 
skills in teaching

The Mightifier application for developing the interaction skills 
of children and young people was tested with 80 classes 
in Espoo. The experiment was carried out as part of the 
KYKY operating model for the co-creation of Espoo schools, 
companies and communities. During the experiment, the pupils 
received an application that allowed them to give feedback on 
their fellow pupils under the direction of a teacher. 

Figure 10: 
Pictured is an example of pupils giving feedback in a class 
using the Mightifier application in a learning situation

” It was nice to see the 
pupils gave feedback 
and encourage each 
other.”

” The class spirit 
improved during the 
experiment.”

During the experiment, it was noted that the atmosphere in 
the classroom improved, well-being increased and the pupils’ 
social interaction and feedback skills developed. 

The goal was a good classroom atmosphere that would 
promote learning and, for example, reduce social exclusion in 
the class.

After the experiment, Espoo continued its research cooperation 
with the developers of the Mightifier application.
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1.4.8 Channel for digital inclusion

In the multi-actor environment of the Iso Omena Service 
Centre, there was a need for new kinds of customer feedback 
and inclusion channels. Future Dialog provided a customised 
participation application and its management and analytics 
panel for a digital inclusion experiment. 

The aim of the experiment was to test the functionality of the 
application in the service environment and to involve different 
target groups, such as young people, seniors, families with 
children and business owners. 

The aim of the experiment was not to test the integration 
of the solution into Espoo’s electronic customer feedback 
system; instead, the city wanted to test how the mobile 
application is received by different user groups and to test 
the functionality of the application as a continuous channel of 
interaction among the clients of the Iso Omena Service Centre.

The results of the experiment showed, among other things, 
that residents and clients want real-time interaction and 
personalised, targeted information. To achieve real-time 
interactivity that serves different client groups, the city needs 
good data collection, data utilisation, analytics and resources.

After the experiment, Espoo did not develop the application 
further directly, but the experiment had an impact on 
customer communications of the Iso Omena Service Centre, 
and the lessons learned from the experiment have been used 
in developing customer services and in the MyEspoo project.

Figure 11: 
Digital inclusion application home screen.
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1.4.9 MaaS experiment in home care mobility 
services

Espoo’s home care services are developed with the help 
of digital services. Various districts and varying weather 
conditions were causing logistical difficulties and additional 
costs, which the experiment was hoped to alleviate.

Home care services, such as rehabilitation, medical care, 
meals, cleaning and sports services, are provided where the 
client lives and resides.

In summer 2017, the City of Espoo experimented with new 
modes of transport during home care visits to clients’ homes. 
During the experiment, home care employees visited clients by 
bicycle, walking, ridesharing or in a minivan built into a mobile 
office. The experiment proved challenging, but provided a lot 
of lessons for the further development of the city’s transport 
services. 

In the future, the employees’ tools and modes of transport will 
change. Goods and services will move more diversely between 
the employee and the client.

Espoo open-mindedly sought a modern, cost-effective mobility 
solution for the growing home care service area. Home care 
services are an important form of service in the entire Helsinki 
Metropolitan Area and at the national level. On average, Espoo 
has more than 850,000 home-care visits to clients per year.

The experiment was part of the Tekes-funded project “Mobility 
as a service, joint procurement of urban MaaS innovation”. The 
aim of the project was to try out new mobility solutions in the 
participating cities’ pilots in different contexts.

The experiment was part of the City of Espoo’s goal to develop 
mobility services to be smooth, environmentally friendly and 
economical. 

Various modes of transport, such as walking, e-bikes, public 
transport, ridesharing, private cars and a minivan with a mobile 
office, were used in the experiment.

Figure 12: 
Photo: an experiment day, an experiment situation, where 
employees from a mobile workstation (minibus) in the 
Matinkylä–Olari area were able to take a lunch break between 
customer service situations and work in the minibus without 
having to visit the office between client visits.

The goal was that the joint mobility service would improve the 
organisation of home care services and service production, 
facilitate the recruitment of personnel and improve the well-
being of the staff as the needs for home care services in 
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the Espoo area increase. The solution could save costs by 
reducing maintenance costs and parking fines, for example, 
and by saving time in staff movements. 

Result of the experiment: The combination of modes of 
transport can bring significant savings. During the first four 
days of the experiment, the staff and goods reached the 
clients in the Matinkylä-Olari area in a timely manner 

Key lessons from the experiment: 

• Experimentation of parallel solutions requires preparation 
time, training, technical pre-testing and communication. 

• A seeking experiment is dependent on key personnel, 
staff and management, as well as suitable partners who 
commit to the experiment. 

• Continuous feedback and experience gathering from 
suppliers, staff and management is important for 
learning. 

• The weather conditions and the rules for customer 
service situations affect the implementation of the 
experiment. 

• Optimisation of the movement of people and goods in 
home care requires functional background systems, good 
work guidance and support.

The experiment had to be interrupted because mobility could 
not be optimised due to the lack of interoperability between 
the systems. After the experiment, Espoo found a solution 
to this problem, and the pilot’s results were good. This will 
enable the most cost-effective logistical solutions for Espoo 
in the future. 
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1.4.10 Pikkuli solution experiment in early education

Espoo day-care centres use multi-touch screens, but their 
utilisation in the premises varies and has been limited, for 
example, due to the lack of suitable content. The aim of the 
experiment was to not only teach children emotional skills, 
but also develop the digital skills of early childhood educators 
and increase the utilisation of existing digital equipment in 
day-care centres as support for their activities.

The Pikkuli solution experiment, carried out in 2018, was 
carried out in four day-care centres, where content tailored to 
multi-touch screens enabled children aged 2–5 years to 
express themselves in a group independently of their language 
skills and at the same time develop their interaction skills. 

Result of the experiment: The Pikkuli application was found 
to strengthen children’s language learning and assimilation 
as well as their social skills. It facilitated the integration of 
foreign-language speaking children into the group as they 
were able to express themselves regardless of language.

The staff has integrated the solutions into their daily work, 
enriching and facilitating their working day and the daily life of 
the group and day-care centre.

The world of Pikkuli was tailored for Espoo day-care centres 
to function on multi-touch screens. Five animated contents 
were pedagogically designed and included game elements, 
encouraging children to collaborate and learn the basics of 
the Finnish language together.

Day-care centres where many children speak a language other 
than Finnish as their native language were selected for the 
experiment. For example, a boy who had not even laughed 

Figure 13: 
During the experiment at the Espoo day-care centre, children 
try the Pikkuli application on a multi-touch screen.

until then, was thrilled by the ‘Tikan autorämä’ drumming app 
and laughed out loud.

The experiment was carried out in cooperation with Aittokoski 
Experience Oy.
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1.4.11 Augmented reality application experiment 

The augmented reality (AR) application experiment with 
schools and museum services carried out with 3DBear Oy 
showed that Espoo residents are interested in opportunities 
to participate in the planning of their urban environment. 

With the help of the 3D application being developed at the 
time, city residents were able to add elements to their 
everyday environment in Tapiola and Kivenlahti in a virtual 
world, and to plan the functionality and comfort of school 
facilities in Tapiola and Meritori. 

Figure 14: 
Tapiola Metro Station lobby. On Espoo Day 2018, employees 
set out in the centre of Tapiola to present the application. 
Residents and customers gave suggestions to develop the 
comfort of the centre.

The aim of the experiment was to develop the municipal 
residents’ digital skills and to involve them in urban planning 
in an easy and inspiring way.

Comprehensive school pupils were able to use the augmented 
reality application to design improvements to Tapiola’s metro 
environment and the future Kivenlahti metro station area. 

The young people’s ideas were printed on 3D printers, and 
the pupils were able to present their ideas at the experiment 
closing ceremony at the Espoo City Council House. In addition, 
the works were exhibited at Exhibition Centre WeeGee in 
Tapiola for the benefit of local residents and customers. 

With the easy-to-use application, pupils were able to add and 
include virtual elements, such as vegetation and furniture, in 
images. 

With the help of the app, the young people reflected on the 
comfort and functionality of the environment and came up 
with suggestions for improvements with different customer 
groups in mind. “We need chairs for older people so they can 
rest and wait,” “Let’s put a tree and other green stuff here to 
make it feel more comfortable.”

The experiment was carried out in cooperation with 3DBear 
Oy.

Result of the experiment: Espoo residents are interested in 
opportunities to participate in the planning of their urban 
environment. The experiment was one concrete step towards 
the City of Espoo’s goals of lifelong learning.
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1.4.12 Espoo bot experiment in telephone services

At the turn of the year 2017–2018, the City of Espoo tested 
how well a bot can answer questions and feedback related 
to rubbish bins and streetlights presented by customers 
on the phone at the Environment and Technical Services 
customer service. The bot performed well – it was able to 
answer questions or respond to feedback regardless of, for 
example, the caller’s style of speaking or the way the question 
was presented after it had been taught the answers to the 
questions.

The residents of the city wish to ask for advice and receive 
answers 24/7. The participants found the sound of the bot’s 
voice to be pleasant and polite. 

Figure 15: 
In the picture, 
the bot is testing 
customer services 
advice in telephone 
services, in the 
demo environment. 

” In the future, municipal residents may be able to call 
in their feedback around the clock, and the bot will put 
them in the right work queues.”

The experiment was carried out in cooperation with RND 
Works Oy.

The city also tested how the bot can support service advisors in 
both telephone and face-to-face customer service situations 
by seeking information from different sources.

Although the test was small in scale, the bot demonstrated 
its effectiveness especially when the customer asked a rarely 
asked question or a question about a new service.

The experiment aroused interest and was featured in the 
media, e.g. the Uutisvuoto talk show on TV and the radio (Yle).

Results of the experiment: The Espoo bot experiment in 
telephone services showed that a bot could extend the 
customer service to 24 hours a day. A bot with artificial 
intelligence could support the work of service advisors, 
especially when calls are congested. The experiment also 
showed that the job description and tasks of the service 
advisors change with different bots and software.

After the experiment, the experiences have been utilised in 
the development of telephone services and customer services, 
and in future procurements, for example in the MyEspoo 
project.

Although our experiment lasted only a few months, it showed 
that by doing routine work quickly, the bot frees up its human 
colleagues’ time for the most demanding tasks and improves 
service. 
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1.4.13 Rideshare experiment

The experiment was conducted to test a mobile application 
for scheduling rideshares in the Espoo region. The aim was 
to facilitate everyday mobility, especially during weekday rush 
hours and on the way to recreational activities.

During the little over three months of the experiment, 541 
people downloaded the application. The application was used 
to place 190 ridesharing offers and 75 ridesharing requests. 
The number of actual shared rides driven was 40. Most of the 
shared rides were between Espoon keskus and Otaniemi.

On most occasions, rideshares were sought for trips with no 
direct public transport access, but there was also a demand 
to switch from direct public transport and private motoring 
to ridesharing. Most of the rides were offered the day before 
departure, and the selection was at its highest on weekday 
mornings.

The rideshare experiment application was marketed in person 
in different centres of Espoo, shopping centres and Iso Omena 
Service Centre, libraries, swimming pools, metro stations and 
various educational institutions.

In addition, the experiment, the ridesharing service, was 
presented outside a Espoo staff restaurant, at unit meetings 
and in the lobby of the Espoo City Council Hall. 

We reached thousands of residents, customers and staff 
through the communications. The ecological mobility option 
based on sharing one’s own car and ride aroused interest. 

Result of the experiment: The rideshare experiment taught 
that ridesharing is most likely to take place among people who 

Figure 16: 
The rideshare experiment was marketed by touring Espoo in 
a showcase minivan. The photo shows the core group of the 
rideshare experiment in Espoontori. 
Mayor Jukka Mäkelä was there in the spirit as a cardboard cut-
out throughout the tour.

know each other. Those moving around the municipality wish 
that all opportunities for mobility, both public and private, 
would be in one service.

According to the feedback survey conducted among the 
participants of the experiment, ridesharing is best suited to 
major events, 10 to 100-kilometre trips or regular trips. 
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The ‘Peput penkkiin (‘Butts to Seats’) rideshare experiment 
showed that it takes a lot of marketing effort, incentives and 
time to launch a brand new service.

The experiment was carried out as co-creation with BloxCar 
Oy, VTT and Espoo staff. Vapa Impact created the ‘Peput 
penkkiin’ brand and produced a video for marketing of the 
experiment. 

During the experiment, service design students from Aalto 
University produced a concept describing what the rideshare 
service could be like 2 to 3 years from now. 

In the future rideshare service, the customer could order all 
the suitable forms of transport from one service. Additional 
services could include pick-up/transportation services for 
children and young people’s hobbies, food services and postal 
services.

Figure 17: 
A screen capture of the experiment demonstration video. A City 
of Espoo employee has offered a ride to a father and son, who 
are going to the son’s sports practice in the same direction as 
the employee.
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to-peer video content is useful for Arabic-speaking youth 
and parents. The chat worked well as one of the alternative 
channels for young people to discuss their concerns with a 
professional. 

The experiment was carried out in stages from January to 
August 2020 in cooperation with the City of Espoo Education 
and Cultural Services, Social Services and Zoturi Oy. Zoturi 
has previously implemented a similar solution for Russian and 
Finnish-speaking young people.

After the experiment, the City of Espoo has plans to further 
develop the solution.

1.4.14 Experiment on online services for Arabic-
speaking young people

There are currently about 4,000 Arabic speakers living in Espoo. 
According to population projections, this group of foreign-
language speakers is growing in Espoo. Espoo is expected to 
provide better support for the self-motivated improvement of 
well-being of Arab-speaking young people. At the same time, 
the aim is to make the service more effective and timely.  

The customers in the experiment were young Arabic-speakers 
and their families. The online service of the experiment 
included websites for Arabic-speaking young people, a survey 
for young people on their situation in life, videos for young 
people and parents, and a weekly social instructor’s general 
advice session as a chat service. 

The aim of the experiment was to collect lessons and 
information on the functionality and preventive effect of the 
online service solution, and on the ability of residents to solve 
their own well-being issues and seek help if they cannot 
manage alone. 

In the experiment, the Haya.fi website had 3,690 users. A total 
of 905 people carried out a worry survey, and there were 16 
chat sessions. 

The parents of Arabic-speaking young people took advantage 
of the information on the Haya.fi website and the worry survey 
aimed at young people in particular. 

The chat service was hosted once a week by a young social 
work expert who spoke Finnish and Arabic.

The experiment proved that the Haya.fi website with peer-

Figure 18: 
Collage image compilation of the online service interface and 
its content during the experiment
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1.4.15 Business Espoo chatbot experiment

A Business Espoo chatbot experiment was carried out for 
companies and those interested in entrepreneurship from 
January to August 2020. The goal of the Business Espoo chatbot 
experiment was to test the functionality and usefulness of a 
bot in improving customer services for businesses. 

A chatbot is a computer programme that engages in a dialogue 
with people. When a person writes text, the chatbot answers 
or asks a question in return. The chatbot experiment was 
conducted in Finnish and English. 

Companies, entrepreneurs and customers interested in 
entrepreneurship were able to ask general questions in the 
chatbot dialogue box on the Business Espoo website. 

With the chatbot solution, Business Espoo wants to offer 
companies good service and guidance in business services. 
Business customers expect easily accessible and usable 
services from Business Espoo and the City of Espoo.  

The experiment proved that a chatbot served as a good 
source of information for both companies and city staff and 
strengthened the networking of the actors involved in the 
experiment. 

There were over 500 conversations in Finnish and 50 in English 
during the experiment. Almost 2,000 messages were received 
in Finnish, and the bot was able to answer more than 1,600 
of them. The chatbot was able to answer about 83% of the 
questions. 

During the COVID-19 pandemic, the importance of digital 
services grew, and Espoo’s chatbot service for companies and 

Figure 19: 
Business Espoo website interface with the chatbot service on 
display.
The user interface was published in Finnish and English. The 
chatbot providing advice and guidance answered the most 
common questions about entrepreneurs and entrepreneurship 
in text format.

customers interested in entrepreneurship was also able to 
serve flexibly in a challenging time.

The experiment was carried out in collaboration with the seven 
operators of Business Espoo (City of Espoo, Espoo Marketing 
Oy, Federation of Espoo Enterprises, Helsinki Region Chamber 
of Commerce, Omnia, Uusimaa TE Office and EnterpriseEspoo). 
The partner for the experiment was GetJenny Oy. 

As a result of the experiment, Espoo will further develop the 
service. The goal is to include a permanent chatbot service for 
companies in the city’s customer services package.
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1.4.16 Digital event calendar experiment  
for companies

When the event calendar concept was mapped, companies 
wished in particular that the calendar would allow 
entrepreneurs to easily find events of interest to them based 
on a specific topic, sector or theme. Another request was for 
a ‘search alert’ that would provide relevant information directly 
to your e-mail. In addition, it was hoped to be able to search 
events according to the target group and the specific business 
stage.

The experiment was carried out in cooperation with the City 
of Espoo, the Business Espoo business services network 
(which includes seven organisations), 10 different partner 
organisations and the implementer of the calendar, Siili 
Solutions Oy.

During the experiment, there were 750 users in four months, 
and 4,650 clicks on the website. Content was entered by 25 
people and for 160 events.

The top search themes in the experiment were: 

1. Training and workshops

2. Events for startups

3. Networking

4. Internationalisation

Figure 20: 
A digital compilation website, a calendar of corporate events, 
where the main page presents current events to the users of 
the site.

”  It’s great to have a calendar for this – everyone usually 
sends each other information emails, but now there’s a 
place where we can inform other of coming events.”

” The visuality and usability are really good, the filter 
function works well too.”
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Lessons learned in the experiment:

• The participants in the calendar experiment felt 
that it was a useful addition to the marketing and 
communication of their own events and training sessions.

• The more actors are involved in the production of 
content, the more useful the calendar is for users.

• In the future, we must invest in the marketing of the 
calendar. It would also be good to be able to embed the 
calendar in a partner organisation’s website

The experiment was a way to promote the development of 
business services, networking between business service 
organisations and vitality and entrepreneurship in Espoo. 
During the experiment, the City of Espoo and its partners 
surveyed companies’ wishes for events and training, and 
laid the groundwork for closer cooperation between event 
organisers. The experiment was extended until June 2021 as 
part of the 6Aika Kesy project.

32



The service map service is a browser-based web service 
that operates on open interfaces and can be used on all 
smart devices. The aim of the experiment was to test the 
functionality and usefulness of this type of solution, especially 
for organisations, residents and the City of Espoo. 

The experiment proved that the service map service is a good 
alternative for communicating the activities of organisations, 
which was useful for residents, customers, organisations and 
city staff. During the experiment, the automation of the import 
of organisation data was investigated, and it was verified that 
the automation of import from the Uusimaalaiset.fi website to 
the service map service is technically possible. 

During the experiment, feedback was gathered. Approximately 
80% of the respondents would recommend the service to 
various information seekers, such as residents, associations 
and customers. 

The experiment was carried out from January to December 
2020 in cooperation with the City of Espoo, the EJY 
association of Espoo associations, about 20 organisations in 
the Leppävaara area of Espoo and the City of Helsinki service 
map service administrators. 

As a result of the experiment, Espoo is promoting the provision 
of information on the activities of organisations operating in 
the Helsinki Metropolitan Area, especially in the Espoo region, 
to the service map.

Figure 21: 
During the experiment, the activity data of the organisations of 
the Leppävaara area of Espoo was placed on the service map 
for the service.

1.4.17 Organisational data service map experiment

In the organisational data service map experiment, the 
basic and activity data of organisations of Leppävaara were 
introduced into the service map of the Helsinki Metropolitan 
Area, which can be found at palvelukartta.espoo.fi. The aim 
of the experiment was to improve the discoverability of the 
organisation’s data by visual means. 

The service map experiment of organisational data was based 
on the common service map of municipalities in the Helsinki 
Metropolitan Area and the data of the Uusimaalaiset.fi online 
services. The activity data of 35 organisations operating in the 
Leppävaara area were transferred to the service map service 
from the website Uusimaalaiset.fi using an unit register. 
Customers who searched for information were able to view the 
activity data of the organisations in the area, the organisation’s 
operational area and, for example, the location of events. 
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1.4.18 VR content experiment in early childhood 
education

The virtual reality (VR) experiment was conducted with both 
early childhood education and secondary education in Espoo. 

The aim of the experiment was to assess the benefits of the 
VR solution in early childhood education and upper secondary 
school education. 

In early childhood education, VR material was built with 
the help of day-care centres, presenting early childhood 
education in Espoo and the everyday life of day-care centres 
to parents and children. In the experiment, early childhood 
education staff were actively involved in creating content. The 
experiment with early childhood education involved children 
and adults, with a total of around 100 participants. 

Students of upper secondary schools in Otaniemi and Southern 
Tapiola created VR content as part of their studies. At the 
same time, their teachers used the VR platform for teaching. 
Upper secondary school students were able to create their 
own VR content while developing their digital skills. Espoo 
City Museum was involved in cooperation with the upper 
secondary school students. 

The VR output produced by the students included 360° images, 
videos, sounds and explanatory text. The students created 
content in three subjects: history, geography and visual arts.   

The material created in the experiment can be easily 
disseminated and used by thousands of new pupils and 
students. Four teachers and about 100 upper secondary school 
students participated in the experiment. 

Figure 22: 
VR content from Espoo schools and environments, 
implemented with upper secondary school students

Figure 23: 
VR content produced with early childhood education, which 
presents early childhood education activities in Espoo in the 
everyday life of a day-care centre.
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The experiment with the students also developed their 
digital and working-life skills in distance teaching during the 
COVID-19 pandemic. In the experiment, it was discovered 
that a more simple VR platform works better in teaching. In 
addition, it was noted that the creation of VR content requires 
functional tools, communication connections, examples and 
instructions. 

The experiment with early childhood education showed that 
the preparation of VR output requires resources and familiarity 
with the theme. The experiment improved the expertise of the 
city staff and the service provider. The material can be easily 
distributed and used by thousands of new customers.

Digital material also works in exceptional situations, such as 
during the COVID-19 pandemic and distance learning. 

The experiment was carried out in stages from January to 
October 2020 in cooperation with the City of Espoo Education 
and Cultural Services and the VR solution partner Vreal Oy. 
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1.4.19 Experiment with creative programming  
in education

The City of Espoo wants to develop the digital skills of teachers 
and pupils and the use of digital solutions in education. 
Supporting this goal, the City of Espoo carried out a creative 
programming experiment in cooperation with Mehackit Oy 
from January to December 2020. 

The aim of the experiment was to promote the digital skills of 
teachers and pupils and the use of digital solutions in teaching, 
in particular with regard to the objectives of the curriculum 
related to programming. Good digital skills will be needed in 
future working life and in the use of services. Another aim was 
to gather user experience and determine the functionality and 
usability of this type of learning solution. 

The experiment included creative programming learning 
materials and an online learning solution called Mehackit, 
which includes a browser-based learning environment, 
learning material to support the objectives of the curriculum, 
and Mehackit Maker Kits for the participating schools and 
classes. Some of the teachers were already familiar with the 
solution and applied it in teaching. 

Teachers were given the opportunity to try out the new learning 
environment and tools in their teaching and thus find new 
ways to implement programming instruction at eight schools. 

The Mehackit online service and the physical material on 
programmable electronics designed to support it were tested 
in a programming and electronics course, as well as physics 
and chemistry, crafts, visual arts and music classes.  

Figure 24: 
An event was held at the Vanttilan koulu comprehensive school, 
where teachers were instructed in the use of the experimental 
digital e-learning environment and programming tools, physical 
toolbox and various programming components.
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Originally, the experiment was intended to be carried out as 
part of classroom instruction. However, COVID-19 changed 
things, and teachers and pupils used the learning environment 
and tools mainly in distance learning. The solution proved 
difficult in distance learning, as the equipment was new for 
the teachers and pupils. In order for tools to work in distance 
learning, the material must be familiar and the people testing 
it must have some understanding of programming. 

Approximately 500 pupils and 17 teachers participated in the 
experiment. During the distance learning in spring 2020, the 
pupils participating in the experiment learned new skills in 
both programming and self-directed learning in a web-based 
learning environment. Teachers found the material directly 
applicable. The material in Finnish was considered useful in 
addition to the material in English. 
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1.4.20  Translation and interpretation application  
 experiment for employment and customer  
 services

The City of Espoo experimented with a translation application 
to find out if the solution could improve customer service 
and add to the cost-effectiveness of the city’s service 
situations that are frequently repeated. The results of the 
experiment were promising and provide a good basis for the 
future expansion of the range of languages offered by the 
City of Espoo in customer service situations. In the future, 
the translation application could enable the city to offer 
multilingual customer service.

The COVID-19 pandemic complicated the translation 
application’s customer testing. A few customer tests were 
carried out in cooperation with the City of Espoo employment 
services, but customer tests could not be carried out at all 
with customer services.  

The experiences of using the application were positive. The 
application was able to translate text and interpret speech 
from Finnish to English, Russian and Arabic at a sufficient 
level. Since the number of customer tests carried out was 
lower than had been expected, the application was also tested 
from Finnish to Turkish and Spanish, unlike originally planned. 

Teaching the application Arabic turned out to be more difficult 
than teaching it Russian due to the right-to-left writing system 
and some other special features of the Arabic language. 

In interpreting speech, sound quality proved to be a key 
factor in the functioning of the application. The closer the 
speakers were to the microphone and the more clearly they 
articulated, the better the application was able to interpret. 

Figure 25: 
Espoo staff simulates the 
customer service situation 
in Espoo’s Environment and 
Technical Services customer 
service.

Figure 26: 
Examples of user views for the experiment application.
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given. A real-time translation and interpretation application 
that works on several smart devices facilitates the service 
situation from the viewpoint of both the client and the staff. 

Based on the experiment, this kind of an application is 
particularly suitable for providing general advice and digital 
support either face-to-face or remotely. In the future, this 
could be one way of encouraging foreign-language speakers 
to seek the city’s services by offering them more accessible 
and cost-effective services. 

The experiment was carried out between June 2020 and March 
2021 in cooperation with the City of Espoo’s employment 
services and customer services, Gofore Oy and Microsoft Oy. 
During the experiment, the application was tested on City of 
Espoo staff’s work computers and smartphones. 

User experiences and lessons learned from the experiment 
will be utilised in the City of Espoo’s future translation and 
interpretation solutions.

As the application was tested during the COVID-19 pandemic, 
the masks and face shields worn by the speakers impaired the 
quality of the interpretation. 

The translation and interpretation application is used on the 
staff’s work computer. Sound quality plays a major role in 
interpreting situations. On the right, there are two examples 
of the application’s user interface, where the application is 
translating from Russian into Finnish and from Finnish into 
English.

The application was taught to interpret and translate typical 
questions arising in customer service situations related to HSL 
travel cards, transport services and early childhood education 
services. In employment services, the teaching emphasised 
special vocabulary related to occupational guidance.

The staff’s commitment to teaching the application played an 
important role in the experiment, as did having native speakers 
review the quality of the translations.

The aim is to one day have a single translation and interpretation 
application to support the use of services, counselling and 
everyday situations in day-care centres, schools, maternity 
and child health clinics, libraries, employment services and 
customer services. 

It is vital that our services aimed at supporting employment 
are accessible to all city residents. The experiment showed 
that, in the future, translation and interpretation applications 
can provide good support for daily multilingual customer 
service situations. 

In customer service, it is essential that the client is understood 
and is also able to understand the answers and instructions 
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2 Programme results

Benefits of experimental development

• The lessons learned have been utilised in the 
development of own activities; pedagogy, work 
management, customer service relations.

• The experiments have had an impact on service 
production, processes, work progress, competence 
development, digital skills development, etc.

• The experiments can be used in the city’s procurements 
and tendering of procurements.

• The organisation of the experiments at city level fostered 
synergies and interoperability between different services 
and activities.

• City-level coordination, systematic methodological 
approach and budget were found to be a very useful way 
of organising experiments.

• Experiments promote the service and product 
development of companies and increase understanding 
of the city’s operations and needs.

• Several companies that participated in experiments have 
used Espoo as a reference and received international 
attention, promoting export efforts.

The Digital Agenda programme can be regarded as one of the 
tools for the renewal and change of the City of Espoo. Smaller 
investments, compared to traditionally implemented projects, 
helped identify the potential, suitability and timeliness, or 
unsuitability, of functional and technical solutions. 

The number of participants of the experiments ranged from a 
few dozen to hundreds. 

Key figures of the Digital Agenda programme:

• Over 150 experiment proposals

• 20 experiments carried out

• Over 6,000 residents and customers participated in the 
experiments

• Over 70 companies, communities and partners 
participated in carrying out the experiments

• About 400 Espoo employees participated in planning 
and/or carrying out the experiments

• 80–300 participants participated in the various campaign 
events of the experiment proposals 

• The thematic presentations were attended by 50–100 
participants
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Changes and deviations during the programme

• During the programme period, in 2018, one experiment 
in home care mobility services was discontinued when 
a study and simulation revealed that the architecture, 
or interoperability, of Espoo’s information systems must 
first be developed in order to optimise and enhance the 
mobility and logistics of people and goods in home care 
services.

• Due to technical problems, the schedule and 
implementation method of two experiments was 
changed in 2018–2019.

• Due to COVID-19, among other things, the 
implementation schedule and method of five 
experiments had to be changed in 2020.

Existing contracts and direct award criteria were used in the 
procurement of experiments, in external expert services.

At the end of the experiments, the solutions that the city want-
ed to further develop, pilot or implement could be:

a) tendered as an open procedure under the Act on Public 
Procurement and Concession Contracts (fixed-term, 
framework, dynamic or innovative procurement); or

b) used in existing procurement channels or contracts.

After the implementation of the experiments, some of the 
solutions used in the experiments (for example, learning 
environments and platforms used in teaching and early 
childhood education) have been directed to be offered through 
national procurement channels, such as Tiera’s Edustore, to 
be used by Espoo and other organisations.

Qualitative results are assessed in the third section of the 
final report.
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3 Conclusions on the success of the programme and key lessons

• improved the sharing of information and know-how in 
the Espoo organisation

• developed cooperation with external actors and 
stakeholders. 

Agile experimental activities require goal-orientation, 
commitment, joint prioritisation, established experimental 
process and solution-orientation, without forgetting human 
resources and the budget.

The staff who participated in the experiments considered the 
city-level programme and the experiments as a good learning 
path, developing understanding, skills, personal competence, 
operating methods and cooperation.

The systematic evaluation method and the evaluation of 
effectiveness were considered good and will be further 
developed in other projects.

The city-level experiment programme with its ‘matchmaking’ 
processes, budget and appointed staff, was perceived as a 
good, low-threshold way to modernise and develop functions 
and services.

Currently, the experiment evaluation process and the 
preparation process are considered as too laborious and slow. 
Completion of the process requires a great deal of coordination 
and work.

Twenty experiments were carried out within the framework of 
the Digital Agenda. The majority of the experiments have had 
an impact on the organisation’s operations and the services 
offered to customers even after the experiment. 

There were also two studies carried out within the programme: 
a study on options for optimising home care mobility services 
and a study on Espoo’s future rideshare concept. In addition 
to these, cooperation with Aalto University resulted in a case-
study of the first phase of a projected experiment in home 
care mobility services and a separate thesis on digital potential 
research in early childhood education. 

The Digital Agenda programme:

• taught the importance of involving residents and 
customers right from the brainstorming and planning 
phase of the experiment

• developed organisational interoperability, staff 
competence and digital skills

• supported the product and service development of 
partners and their understanding of the city’s operations

• developed and systematised the experimental process; 
the brainstorming, planning and implementation of 
experiments

• promoted operational changes, development of working 
methods and processes

• provided new methods, tools and digital content
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The companies that participated in experiments find the 
process of describing data protection and data security related 
to the processing of personal data, including risk assessments, 
cumbersome. If experiments involve processing personal 
data, the process and procedure should be developed to be 
smoother and faster. This process, guidance and know-how 
were and are being developed continuously by the city.

The city-level tools do not fully support experimental 
development from start to finish. A tool is needed to support 
the phase of collecting and processing ideas, the process 
of evaluating experiment proposals and the process of the 
negotiation and contract phase digitally. This would reduce the 
workload and communication needs. The city is developing the 
collection and refinement of ideas and, among other things, 
an idea portfolio has been piloted.

What can be utilised?

A large amount of documentation was prepared for 
the experiments, covering the preparation, planning, 
implementation and evaluation phases. This documentation 
can be reused and utilised. 

The following documents, templates, working methods, among 
others, are created during experiments:

• Experiment procurement decisions and agreement 
templates and their appendices

• Experiment plans

• Experiment evaluation model

 » Experiment evaluation framework

 » Feedback collection process and feedback survey 
templates

 » Description of further paths

• Experiment final reports

• Experiment summaries

• Experiment releases on the Espoo.fi website

• Experiment summary information on the Espoo.fi website

• Information on experiments in the project portfolio 
system

It is part of the nature of experiments that some experiments 
fail and/or have to be discontinued. Experimenters must 
tolerate uncertainties, imperfections and variables that could 
not have been predicted. This requires the tolerance for 
change and rapid problem-solving ability from all participants 
in the experiment, as well as the ability to quit, learn, and 
move on. 

The ‘secret’ to the success of experiments can be seen as 
building on trust, commitment, timeliness and a suitable 
implementation configuration. The idea of the experiment 
must be linked to a genuine need and desire of the different 
parties to develop the services and products.
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4 Future scenarios and development ideas

will be carried out in a few years’ time and to allocate precise 
budgetary reserves to these. Needs and requirements change, 
as do the operating environment and the market situation. The 
implementation of experiments, especially rapid ones, requires 
excellent cooperation, functional tools, committed experiment 
owners and coordinators, as well as sufficient resources from 
both the services involved in the experiment and the support 
services. 

Development work was carried out with the Espoo overall 
architecture group (KAR), and experiments were presented 
in the group to assess impacts, risks and dependencies. This 
helped spot synergies between different functions and services 
and anticipate possible future needs in the city’s tasks, 
processes, tools, methods, competencies and procurements. 

Data protection, data security and the requirements of the 
Web Accessibility Directive imposed additional requirements 
for experiments. The experiments of the Digital Agenda 
programme were ‘spearheads’ and provided a good platform 
for the experiment to push various experiments related to 
the development of services and possible new openings, 
considering different data protection and data security issues. 
The programme developed this competence in the organisation 
and on the part of the implementing partners. 

No decision has been taken to extend the Digital Agenda 
programme or a similar city-level programme during the 
forthcoming Espoo City Council term. 

The residents and customers of Espoo expect functional 
digital city services, and most would be happy to use different 
types of applications. Customer confidence in public sector 
services is high and higher than in private sector services. 

Positive feedback has been received from residents, for 
example: “I have always said that Espoo is a forerunner, though 
I couldn’t give any example, but now we have this rideshare 
experiment. This is a good example that I can give.” 

In connection with the augmented reality application 
experiment, customers in Tapiola city centre replied: “It’s good 
to hear that the city is developing services using applications 
and that the city is interested in what residents and customers 
think about their living environment.”

The overwhelming majority of staff who participated in the 
experiments are in favour of the continuation of the city-level 
programme. They were pleased with the facilitation of the 
planning, implementation and evaluation of the experiments 
and consulting support. In addition, it is considered necessary 
to set aside a city-level budget for the next council term 
in order to safeguard both the experiments and the further 
development of successful experiments. 

The implementation of the programme showed that it is 
impossible to plan a few years in advance which experiments 
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Key areas for improvement:

• Engaging residents and customers in experiments even 
more than at present

• Systematisation of feedback collection 

• Experiment preparation process automation

• Development of the experiment selection process

• Adequate reservation and allocation of resources 

• Accelerating the design phase and the contract phase of 
the experiments

• Consideration of accessibility in future solutions

• Communicating the lessons learned from experiments

• Further development of methods and tools

• Development of the programme’s communication

• Reservation of adequate resources

• Exploiting external funding in experiments

• Observing the development path of other municipalities 
and controls and ensuring the continuity of the dialogue

• Development of the evaluation of the effectiveness of the 
experiments

• Piloting or utilising successful experiments in the 
development of services.

COVID-19 has been influencing people’s interactions and ways 
of working since spring 2020. In this unusual time, innovative 
activities and the importance of functional digital services for 
everyday life are emphasised. The programme’s various online 
service and chatbot experiments supported many of the 

city’s activities, such as distance learning and preventing the 
social exclusion of young people, and also raised awareness 
of business services and organisational activities. During the 
difficult period, experiments were also successfully carried 
out as remote work. This motivated and encouraged experts 
and partners working on the experimentation to find creative 
new solutions.

Espoo’s reputation as a pioneer and a promoter of a culture of 
experimentation requires concrete examples of services that 
make everyday life smoother. The role of the City of Espoo as 
an enabler, orchestrator and coordinator of common interests 
will continue to require action. 

Espoo’s organisational change and the new council term can 
provide good ground for a network of developers, which could 
consist of different internal and external experts. This group 
of experts would provide consultation and facilitate city-
level experiments and pilot projects, while developing the 
organisation’s expertise and services in a long-term and cost-
effective manner.
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5 Glossary

Experiment

The aim of an experiment is to gather experiences, lessons 
learned and information to support development choices. 
The aim of an experiment is to find answers to questions 
such as: Where are the greatest potential and benefits? What 
solution best serves residents and customers? What does the 
new solution require from the city and partners in order to 
function?

There are different types of experiments. Experiments 
can involve testing an entirely new idea at an early stage, 
prototyping it, or trying out a ready-made solution together 
with end users or in a completely new operating environment, 
for example. Experiments vary in scope, duration and 
implementation. However, they must always identify what 
the need for development is and what we want to learn 
from the experiment. Experiments may be gratuitous (free) 
or remunerative (paid); in case of the latter, the company or 
organisation receives a small consideration. Remunerative 
experiments are always initiated through procurement.

Described below, to clarify the concepts used in the final 
report in alphabetical order. 

Chatbot

A chatbot is a computer programme that engages in a dialogue 
with, for example, website visitors. Chatbots are also referred 
to as bots. A bot is any computer program that performs 
automated tasks. Chatbots perform tasks on different 
chat platforms, and their task is precisely to simulate the 
conversation between people. In business, the role of a chatbot 
is usually to act as a virtual customer service representative 
who can work 24/7. Chatbots are at their best in routine tasks 
that do not require reasoning or interpretation. Such tasks 
include, for example, processing order information, helping to 
introduce free demos and experiments, collecting background 
information, and informing customers of the company’s 
opening hours, addresses and contact details.

Digital transformation

‘Digital transformation’ refers to the systemic, significant, 
large, radical, total, transformation of business models and 
operating models based on new technologies, especially large-
scale digitalisation.

The digitalisation of services refers to the development 
of services and related processes or the diversification of 
service channels and electronic transactions by digitalisation 
of service solutions within existing operating models and 
business models.
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Pilot

A pilot is often a projected test procedure with a beginning 
and an end, where the selected limited set of tests is used 
to test the product or service. A pilot is often referred to as 
a proof of concept (POC). The goal of a pilot is to ensure that 
the concept and developed product or service works or is 
introduced in the desired way and that the product or service 
can be introduced to the specified extent.

Robot

‘Robot’ usually refers to a mechanical device or machine that is 
able to operate in some way in the physical world. Nowadays, 
as work is moving into information systems, software that 
replaces work previously performed by a person is called a 
bot.

Robotics

‘Robotics’ refers to a mechanical device or machine that is able 
to operate in some way in a physical environment. Robotics is 
connected to automation. Robotics may also take advantage 
of artificial intelligence, neurocomputing, digital platforms, 
machine vision, measurement technology, signal processing 
and simulation. The concept of robotics is not unambiguous. 
It is a multi-technical concept.

Robotics often makes use of other technologies, and multi-
technology must certainly be seen as a strength and necessity, 
not as compartmentalisation. The latest developments in ICT 
include the Internet of Things, the Industrial Internet, Big Data, 
cloud computing, Software-as-a-Service and cybersecurity. 
These large areas of digital transformation are also of great 
importance for robotics and automation, which are some 
of the most demanding applications of modern digital 
transformation.
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