Customer Experience Map: Completing a tax return for the first time using the online channel (current state)

NB:This map is based on the data of a single customer.. No knowledge of how the Tax Office operates is included in this map because this map is just a component of one service designer’s go at a ‘case study’ comprising ‘research’into ‘map’into ‘touchpoint re-design’ ; )

This map is a representation of the current experience of a customer completing a tax return in Australia using the ‘online’ facility. e-tax The journey itself begins at the point of realisation that some action may need to be taken. It ends at the point of confirmation (refund made, bill pay-
ment actioned). This map is not about the e-tax experience itself, this map is captures the beginning, middle and end as they engage a service to achieve their goal, showing the range of tangible and quantitative interactions, triggers and touchpoints, as well as the intangible and qualitative
motivations, frustrations and meanings.
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