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Executive summary

This project report answers the challenge: How to reach and involve young and international

residents in city development? Young residents and residents with an international

background in the city of Espoo are not connected to the process strongly enough due to

demanding traditional methods. The conducted research showed that a sense of belonging

is a prerequisite for involvement. The project focused specifically on international Aalto

students onboarding to provide concrete and tangible suggestions. However, it has been

structured to scale up to other environments and target groups.

The proposal contains two parts: 1.) a set of opportunities to build better a sense of

belonging and participation through an onboarding process, and 2.) design principles of

service concept for the development team to further implement the identified opportunities.

The proposal provides a tangible concept that helps the city of Espoo to build more

meaningful relationships with its residents, by highlighting the root causes behind the

emerging challenges and suggesting concrete solutions to the challenges.
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Introduction
Client & Project Brief
In this project our team partnered up with the city of Espoo’s resident participation team, who
provided us with the brief: How to reach and involve young and international residents in city
development?

Our initial contact person, the development manager of resident participation in Espoo Marion
Ticklén, elaborated that Espoo faces challenges in reaching and involving younger residents. Good
decision-making requires diversity in the process, and currently, young residents and residents with
an international background are not connected to the process strongly enough due to demanding
traditional methods like panels and workshops.

Current Situation: People Make The City
– A New Resident Activity Model

Espoo has created a resident activity model (City of Espoo, 2022) that outlines ways how the city
wishes to empower its residents to take part in their own way.

As mentioned earlier Espoo has noticed that they face challenges to include younger generations.
They have sectioned their residents into four groups by their activity level: active city residents,
semi-active city residents, interested city residents, and independent city residents. Activity level
is mainly determined by how often the residents participate. Espoo has also noted that they need
more light participation methods for those residents who do not have enough time or resources to
participate in higher-level participatory activities like workshops and panels. These light
participation methods could be for example polls, pop-ups, and surveys. In conclusion, Espoo has
great plans to provide different ways to participate that best suit their residents' different life
situations.
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Scope Of The Project
City participation has many societal layers and can be described as a “wicked problem” (Rittel &
Webber, 1973), therefore our project is complex and can not be solved without digging deeper. Our
target group defined by the brief mainly falls under interested and independent city residents. To
gain an understanding of how to reach and involve these young and international residents in city
development we need to first ask why Espoo is not reaching them now. To gain further
understanding we formulated the following four research questions:

1. What is participation?  What does it mean to Espoo, what does it mean to the residents?

Almost all the mentioned participation methods in the Espoo Resident Activity Model (City of
Espoo, 2022) are data-collecting surveys and panels. Is participation with the city voicing
your opinion or could it be something else?

2. What is the current reality in reach and engagement among internationals and young
people?

3. Where is the gap between the connection of the city and young international residents?
How to improve the experience?

4. On a more motivational level, how to make the resident feel that their contribution
matters?

The scope of young, and international residents in Espoo is quite extensive, so in our project, we first
narrowed it down to the part where these two groups are overlapping: young residents with an
international background. The relevance of this group is further visualized in figure 1.

Figure 1: Chosen focus segment
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Provotype To Spark Discussion
Provotype is meant to provoke feelings and spark a discussion (Haverinen, 2018). It can be
intentionally frustrating, annoying, or even hilarious as long as it gets the conversation flowing. Our
team decided to create a “Match made in Espoo” – A dating app-inspired participation app where
users could browse through various city projects and swipe right on the ones they fall in love with.
When a match is made, get updates on the project and offer feedback on its development.

Even at this point of the project, we had an understanding that participation for younger generations
should be something easy, light, and fun. Younger generations are familiar with different kinds of
dating platforms so the format of participation should be close to the format that younger people are
already familiar with.
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Research
Interview With Espoo
In order to understand participation from an organizational internal point of view, we conducted an
interview with our client representative. The aim was to gain an understanding of residents' side
activities, internal activities, the support system in the city, what are bottlenecks in the processes,
and what kind of internal boundaries are there. We also conducted a SWOT (strengths, weaknesses,
opportunities, threats) analysis of participatory practices from the perspective of the city. Based on
the interview we identified that city of Espoo:

1. is struggling to tolerate incompleteness,
2. lacks the courage to be bold and attract attention,
3. feels pressure to be perfect which leads to fear to take action, and
4. 5 city centers makes it feel like 5 different cities which causes fragmented espoolaisuus

identity.

In conclusion, there is still a strong aim to create a sense of belonging for the residents but the pain
points are currently blocking them to reach that.

To keep the city of Espoo involved in the co-creation process, we met with the client representative
weekly to make sure the project keeps moving in the right direction and keeps elaborating
meaningfully.

Desktop Research
We conducted desktop research to gain a better understanding of Espoo's existing communication
strategies and the mediums used to reach and involve young and international residents. Since the
target group is international residents, who may not speak Finnish or have a low level of proficiency,
we focus on English search and display results in order to get more valuable results. After desktop
research we found:

1. Espoo has a good search engine visibility with the words “Espoo participation” and alike.
There are many proactive ways for residents to express their opinions like portals, forms, and
email links.

2. There is a language barrier. We have found out that people who do not speak Finnish have
relatively more difficulty getting information or get less information than Finnish speakers.
For example, we were unable to find the English version of the Espoos newsletter.

In conclusion, if residents know the right keywords for what they are looking for, they usually could
find it. The difficulties emerged when the keywords were not exactly correct and when the
information was not in English.
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Field Research: Espoo Town Hall Meeting – Sustainable
Transport
We also conducted field research to gain important insights about the current reality of participation
in the city of Espoo. We took part in the field by participating as residents in the “Espoo town hall
meeting” organized by Espoo. We used this opportunity to observe and experience participation
firsthand in the existing activity.

After the experience, we identified 4 key pain points:

1. Uninformed organization
The structure of the activity could be improved. The workshop did not have an icebreaker
activity, which would have been helpful for the participants.

2. Demanding questions
Many of the questions asked were too abstract and made it difficult for participants to
answer.

3. Unclearly oriented presentation
A lot of information (data and charts) were not directly useful from the resident's point of
view.

4. A small number of participants
The workshop did not succeed to attract enough participants to create a meaningful
co-creation.
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Resident Interviews
To gain a deeper understanding of the target group we conducted qualitative research where we
interviewed 7 residents. Based on the Espoo Resident Activity Model we reached three categories of
the interviewees: active, semi-active, and independent. The 7 interviews contained interviews from
3 active residents, 2 semi-active residents, and 2 independent residents. The active residents were
recruited during the Espoo workshop, the semi-active ones are people engaged in community work
without the city, while the independent residents were chosen for not having direct engagement with
the city.

For the interviews, we prepared an interview guide to structure the interviews. We asked the
interviewees about their background, sense of belonging in the city, their understanding and
experience of participation, and their motivation for participation. The interview guide and the
questions can be found in the appendix.

Summary Of The Pain Points
After analyzing and organizing our research data, we summarized the most crucial pain points:

1. Time and location
People do not participate or do not consider participating because they do not have the time,
the timing is not right, or the location is too far from their home.

2. Not feeling involved and limited knowledge about Espoo
A lot of residents do not feel involved in the decision-making of the city due to different
understanding of opportunities to participate. Involvement is missing also because of
people’s limited knowledge of Espoo. Some of the interviewees did not know that Espoo is its
own city, not a suburb of Helsinki, and this leads to not feeling a connection to the city of
Espoo.

3. Lack of consistent feedback and follow-up
Some residents do not feel the city would be listening to them because the residents do not
usually receive feedback and follow-up after they make a suggestion.

4. Language barrier and no interest in the topic
Language is a critical issue. Many international residents do not speak Finnish or have limited
proficiency. A lot of information and activities are in Finnish, which makes it difficult for
international residents to participate or even feel they could.
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Defining The Solution
Space
Understanding Resident Participation

Participation is always present

Through our research we have discovered that participation does not have one shape or definition.
There are many different perspectives to it, each entailing its own reasons and expectations. Due to
its fluidity, it is also ever-present. Everyone participates, although sometimes perhaps in
non-obvious ways. Even non-participation is a paradoxical, yet relevant form of participation. Thus,
the effort in making people participate is senseless, as they all already do. However, making people
participate in the desired way is a totally different story.

A lesson on involvement

To study involvement, as the city's desired way of participation, we outlined various participatory
resident activities in an actionable and relevant case of city operations – waste management, using a
participation ladder (figure 2). What is important to discern, is that there are multiple ways of
involvement, each with its own scale of effort. Making participatory flows less rigid and demanding
would likely motivate residents to participate in higher-effort activities, but it would not help with
increasing their involvement. This suggests that being more involved does not necessarily demand
higher effort, but a different kind of sentiment.

Figure 2: The participation ladder

10



Involvement Through A Sense Of Belonging

Sense of belonging as a prerequisite for involvement

Conducting further data analysis, we uncovered that a relevant motivator behind involvement was a
sense of belonging. International residents did not see themselves getting involved unless they felt
like they were a part of the discussion. This meant being informed and interested in the topic,
deeming they can contribute, and believing they can leave an impact. Since all the discussion topics
were about the city, residents needed to feel a part of it in order to get involved.

How to inspire a sense of belonging

For an individual to feel like they belong, they need to feel accepted and supported. They also need
to know what they are even supposed to belong to. Most interviewees had trouble describing what
kind of a city Espoo is, and some did not even know it was a city.

Furthermore, time was of the essence - we learned that in order to establish belonging, newcomers
would need to be reached out to the first couple of months after arriving. A move to a different
country presents to an individual a monumental change; a life transition. In this transitionary period
they feel vulnerable, uncertain, and thus desperate to escape it. The things that used to structure
their everyday life are suddenly left behind and in dire need of replacement. This restructuring can
not be postponed. If they are not offered replacements they are forced to find them on their own. If
the city does present itself as a source for these, they will search elsewhere. Thus, the longer the
disconnect remains, the more their lives start to get structured without the city in mind.

Onboarding As A Transitory Intervention

The potential of onboarding

To reach out to newcomers not only at the right time but also in a relevant and meaningful way, we
identified the potential in developing a deeper understanding of the onboarding process. The same
way an app evokes comfort and trust through its onboarding, so would the city need to address its
own process.

As onboarding heavily differs based on the reason behind the move, we knew that the research
would need to be case specific. As we were operating with limited time and resources, we
ascertained that if we wished to obtain meaningful insights, we could only address one case and that
its actors would need to be readily available. The onboarding experience of the Aalto universities
international students fits within this scope. Additionally, the particular case already had a
somewhat developed process from Aalto's side and could serve as a relevant benchmark. The
relevance of this group is further explained in figure 3.
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Figure 3: Relevance of the chosen focus segment

The onboarding journey of an Aalto international student

Figure 4 presents a journey map of Aalto international students. It helps us better reflect, empathize
and ideate around the successive experiences that our actors go through. As we can see the journey
begins with the letter of admission and ends with the Espoo’s Welcome Postcard. Between these two
points are numerous phases the student needs to go through to complete their life transition. Some
are somewhat catered to, while others present considerable struggles. Noted jobs to be done help us
better understand the context of each phase, while corresponding pains inform us what has already
been addressed and what needs further action. Touchpoints show us potential channels where
interventions could take place, where the stakeholder section highlights the actors we need to
coordinate around when developing these interventions. To help us better empathize with the actors
we’re following, the final section of emotions offers a glimpse into the feelings they experienced
within the given phase.
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Figure 4:  A journey map of Aalto international students (higher resolution in appendix)

The journey map was conducted with two 1st year Aalto students who arrived in Finland only a
month before, which meant that the recollection of their experience was still fresh and highly
relevant. We helped facilitate their efforts using journey and emotion cards that served as design
probes (Sanders & Stappers, 2014). Furthermore, we finalized the journey with the autoethnographic
(Ellis et al., 2011) retrospectives of our three international team members.

Onboarding and the City of Espoo

Through a meeting with Espoo’s onboarding team we have gained a better understanding of the
possibilities and limitations of implementing and evolving the identified onboarding process.

Our learnings were as follows:

- Espoo’s has a dedicated phone line for questions about moving to the city and Finland. It is
becoming increasingly popular, yet they believe even more customers could be served.
Considering the movers' journey from the very start could help identify touch points where
the helpline can be presented. The scalability of the service should also be considered as the
number of callers starts to increase.

- There has already been an initiative to join efforts with Aalto university when onboarding
international students, however, it seems that a fruitful relationship is hard to establish. We
advise further research into the organizational context to identify a relevant contact. A
structured and actionable proposition could also help spark initial efforts.

- There is the belief that the key to successful onboarding is connecting with an already
situated Espoo resident. As such, improving language proficiency and participation in
community activities is advocated. This stance does identify relevant prerequisites for holistic
integration within a community. However, based on our gathered insights, such an approach
is likely too demanding for internationals and a lower bar of entry should be considered.
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Proposals
Our design intervention aims to develop solutions for building a sense of belonging and meaningful
participation opportunities already during the onboarding process. Considering the bigger picture
and the human experience (Solsona, 2022) moving to another country is much more than a journey,
it represents a life transition. In our particular case, the onboarding process represents a transition
to student life and to being an Espoo resident. In a such process, Espoo can take the role of a guide
and helping hand for a better transition.

Opportunities To Build Sense of Belonging And
Participation

The Method

Starting from the current journey map of Aalto international students we added a new level, the new
opportunities level. Mapping and understanding all the existing phases, touchpoints, and actors,
allowed us to tackle down where contact with Espoo is missing and allowed us to define new
collaborations and touchpoints.

Figure 5:  the new opportunities level in a journey map of Aalto international students (higher
resolution in appendix)
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The definition of the new solutions followed a structure composed of 3 steps:

1. Introduction to the city of Espoo

The very first thing to do while building a connection and sense of belonging is introducing
ourselves. As a first step, it is important to let people know what Espoo city represents and
what it can offer.

2. Introduction to Participation

Always consider residents’ cultural backgrounds and their different understandings of
participation. Research conducted by CIVICUS Monitor showed that from a global
perspective, participation is a privilege. The countries with an open participatory model
represent a narrowed minority (figure 6), not everyone is familiar with the concept of
participation. For such reason, it’s important to provide an explanation of the participatory
model and achieve a common understanding.

Figure 6. CIVICUS Monitor (2022) National Civic Space Ratings: 39 rated as Open, 41 rating
as Narrowed, 42 rated as Obstructed, 50 rated as Repressed & 25 rated as Closed. Available
at: www.monitor.civicus.org (Accessed: 2022-10-06)

3. Participation opportunities

Only after defining the previous two steps, new opportunities for a sense of belonging and
participation can be established.
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Proposals

Following the method mentioned above we defined some proposals of interventions that we want to
provide as an inspiration

Journey phase New opportunity Explanation

Letter of
Admission

Attach a Video about
Espoo to the admission
email

Ask consent from the
new student (future
resident) to forward
contact info to the city of
Espoo to provide
smoother onboarding
experience

First contact. Aims to provide an introduction to
Espoo with a light way of receiving information
(video).

Remember: your audience is under a heavy
information overload. Make the video light and
easy to watch!

*Aims to provide an introduction to Espoo

Gathering
general
information

Build a relationship with
Aalto tutors for future
collaborations

Aalto tutors are second-year students in contact
with the new students. They take care of providing
them with all the information needed before their
arrival. It’s a really good opportunity for Espoo to
be in contact with future international residents.

+ At the same time, you are in contact with fairly
new Espoo residents, the tutors! (Usually, tutors
are second-year students)

* Aims to provide an introduction to Espoo and
build Participation

Find housing Collaborate with housing
providers like Sato and
others to start
international housing
meetings to further
develop the area.

We found out that not all housing is friendly for
residents with international backgrounds.
However, big housing providers like Sato are
offering information in English which makes it
more easily approachable.

The size of the company also means that they have
a wide audience that it can communicate with.

We recommend that Espoo would collaborate with
housing providers like Sato and others to start
international housing meetings to further develop
the area.

*Aims to provide an introduction to Espoo and build
Participation
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Grocery
shopping

Food guide What is Finnish food? Where to shop in Espoo?
What is the difference between R-kiosk and
Prisma?

*Aims to provide an introduction to Finnish culture
and different places in Espoo

Get HSL tickets Welcome discount for the
first week/month

*Aims to provide an introduction to Espoos public
transportation

Orientation
Week

Espoo pop up during
OtaOrienting

Espoo merch and
patches

Ota Orienteering is a checkpoint crawl in which the
students have a chance to get to know the
multitude of student associations in Otaniemi.
Every association has a stand with activities and
badges. Taking part in such an event, even having
Espoo patches is a great opportunity to provide
visibility and connect directly with students.

*Aims to provide an introduction to Espoo and build
Participation

Start of the
studies

Espoo pop up The first weeks of the studies are a time of
exploration for the students. Being physically
present and creating engagement and participation
can establish Espoo as a very present guide.

*Aims to provide an introduction to Espoo and build
a Participation

Welcome
Postcard

Can this be automated?
Welcoming emails

We saw the postcard as a good touch, however, the
postcards might arrive at the wrong point. We
recommend exploring the opportunities to
automate sending postcards so everyone can
receive those at the very beginning of their
residency.

*Aims to provide an introduction to Espoo and build
Participation

in Various
Phases

For example
Airport, DVV,
Migri, and Aalto

Physical Booklet Creating a physical booklet about what it is like to
live in Espoo and in Finland. Tell about
participation, public services, and
jokamiehenoikeudet!

*Aims to provide an introduction to Espoo, Finnish
culture, and Introduction to Participation
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Service Concept For Development Team: Design Principles

The onboarding experience of Aalto students is placed in a bigger ecosystem, that should be
considered to have a long-term and meaningful social impact (Vink et al., 2021). The such
ecosystem involves multiple actors outside the participation team and outside Espoo, making the
frame of action very variable and more complex.

We envisioned for Espoo the role of guide for the residents’ life transition, providing a deep sense of
belonging and meaningful participation opportunities. In order to help Espoo realize such a vision we
defined some design principles. They serve as a tool and guide for the participation and onboarding
team, to establish valuable communication both with the residents and with the organizations to
collaborate with.

Design Principles

1. Bite-sized information

People are constantly under the influence of a huge information flow, from different mediums. Avoid
creating a sense of overwhelmedness. Consider how to catch the residents' attention, and how to
provide the information briefly one step at a time, having in mind the whole journey.

This principle is a meaningful starter, especially regarding the onboarding process. The list of “things
to do” before, during, and after the onboarding is long and stressful. There is an opportunity to
prioritize the information and spread them during the whole onboarding process, to provide a
reassuring feeling.

2. Language is an important factor

Language is a big barrier for international residents in Espoo. The first step for inclusivity is having
always an English translation.

To create a sense of belonging, such a principle should be considered by every working team in
Espoo, in every communication medium. The internal alignment to such principle will provide a
reliable and accessible perception of Espoo. One example of how the principle can be applied is to
make sure that all the texts on social media can be easily copied and pasted for translation.

3. Consider Global perspective – Consider different understandings of participation

As mentioned before, participation is a privilege. Before promoting any participatory activity it is
good to make sure that all the residents are aware of what participation means, how can they
participate, and why participation is important.

18



4. Invest time to understand your collaborator

Collaboration is important, but even more important is to understand how to make it possible.

This principle aims to inspire Espoo teams to reserve time and capacity for proper investigation. The
practical suggestions are conducting both quantitative and qualitative research. Interviews are a
powerful tool. They help have a better and more concrete understanding of the organizational
structure, and provide relevant contacts for collaboration.

5. Connect with communities and build collaboration

After gaining a good comprehension of your collaborator, establish valuable communication, have a
clear plan to propose and connect directly with communities.
In this particular case, the application of the principle is to connect directly with students and Aalto
student associations.

6. Be there for them already in the very beginning.

Broad the focus and take into consideration what happens before the specific activity that you are
planning. The principle aims to inspire the reflection that “the journey starts even before”. Building
upon this thought we realized that the sense of belonging and participation starts already during the
onboarding. This allows to intervene and provide support immediately.

7. Internal Collaboration

Broadening the focus can make you realize that you have shared goals with other internal
departments. On our project, the principle brings together a collaboration between the participation
and onboarding teams.

8. Change your point of view

Going through the journey, but from the resident’s perspective helps gain a different mindset and a
fresh perspective.
The principle aims to inspire the decision-makers to reflect first on residents’ feelings and needs.
Applying the principle can mean, for example, changing the perspective to the experience of
becoming a resident. In the current situation, Espoo perceives as residents, people who went
through the process of address registration. For internationals, the feeling of being a resident of
Espoo starts when deciding to move to Espoo. This gap becomes evident through the Welcoming
postcard, that the residents receive after entire months of their stay in Finland.
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Final Words & Next Steps
The project focused specifically on international Aalto students onboarding to provide concrete and
tangible suggestions. However, it has been structured to scale up to other environments and target
groups. The final goal of design principles, tools, and methods is to apply them also in other
contexts. For example, in the case of international workers they can be used to build new
collaborations with companies; and in the case of immigrant communities, the suggestions can be
reproduced with specific helping associations.

Having that in mind the next steps for the realization of an onboarding experience able to provide a
sense of belonging and participation opportunities will be:

1. Establish a clear workflow between the “Onboarding team” and “Participation team”

2. Plan interviews with the target groups

3. Expand the onboarding system to include other actor groups, using the outlined approach

4. Plan a feedback system to validate new touchpoints
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Appendix

Appendix 1: Interview guide

1. Backgrounds
- How long have you been here?
- Why are you here?

2. Sense of belonging in the city
- Are you planning to stay here? Why? How long?
- Do you feel welcome?
- Where do you feel that the city of Espoo intersects with your life?
- Do you use public facilities?
- Do you feel part of the Espoo community?
- Are there any barriers that make you hesitate to stay in Espoo?

3. Understanding and experience of participation
- Did you ever have experience with the city of Espoo?
- What does "participation" mean to you?
- What type of participation makes you feel more comfortable/uncomfortable?
- How do you participate in the city of Espoo? How did you participate in your previous

country?
- Would you like to participate? How frequently would you like to/could participate? How

much time in max would you like to use for participation?

4. The motivation for participation
- Why do you participate or not in public life? How does it make you feel?
- Do you feel seen by the city?

5. Wrap-up
- Do you have anything to add?
- Do you have questions for us?

Appendix 2: A journey map of Aalto international students
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New table

✅ Find a country representing 
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✅ Prepare necessary paperwork

✅ Schedule a visit
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✅ Meet other students
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✅ Submit necessary paperwork

✅ Familiarize with the next steps

✅ Read all the information provided by 
Aalto

Finnish Student Health 
Service (YTHS)

Get HSL ticketGrocery shopping Banking / Strong ID
Digi- ja väestötietovirasto, 

DVV
(Finnish Digital Agency)

Physical IDResidency permit
International Health 
Insurance / European 
Health Insurance Card

Go to Apartment / Hotel
by Taxi / Public Transport

Flight and arrival in FinlandFigure out furniture
Book the ticket to Finland 

(Espoo)
Buy/pack stuff
Get rid of stuff

Figure out
housing

Gathering general informationGet a VisaResearch FinlandLetter of Admission

Emotion

Sense of belonging 
/ Participation
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involved
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Context &
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Jobs to be 
done

Journey
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concrete step 
towards a goal
→ satisfaction

Feeling 
of 

success

Excited about
the new 

adventure 
awaiting

Overwhelming
amount of 

information

Realization of
increased 

responsibility

Language barrier 
because 

information is not 
mother language 
which would be 

more comfortable

(Previous 
university)

Aalto 
squad

Ask consent from the 
new student (future 
resident) to forward 
contact info to city of 

Espoo to provide 
smoother onboarding 

experience

Communications 
with tutors

Communications 
with senior 

students

Forums 
and chat

Previous 
students 

shared the 
experience

Communication 
with real people

Information is not 
always trustworthy 

because it is too 
optimistic or too 

pesimistic in 
internet

International 
community

Aalto 
students

Attach a Video 
about espoo 

to the 
admission 

email

Be more 
visible! Present

Espoo in 
authentic way

Embassy
Country 

representing 
institution

Official 
websites

Having legal 
access to 
schengen 
country

Concern if 
doing 

things right

Embassy

University
mail

Feeling more 
comfortable when

receiving 
information in 

mother language

Tutor 
contacts

Communities

Fuksi 
guide

Having so many 
notifications of 
new messages 

might be 
overwhelming

Establish 
Espoo 

Telegram 
channels and 

chats

Student 
associations Info 

providers

Communities

Establish
a buddy 
program

Friends / 
Acquaintances

Communities
Fuksi 
guide

"I received the 
offer too early"

Most of the time all 
the relevant 

informations are 
provided in the rent 

listing, and good 
pictures are 

provided

"My AYY email
went to spam"

"I didn't receive 
the sms from 

HOAS"

Concern to be 
scammed if 

getting house 
through 

Facebook

In private 
market renters
prefer to rent 
to other finns

"I don't which 
location would fit 

my lifestyle"

Facebook 
marketplace

Agencies,
e.g.

Avara

Friends / 
Acquaintances

Communities

Tutors Student 
associations

Promote 
international 

housing 
meetings

Establish 
international 

friendly renter 
scheme

Collaborate 
with housing 
agencies like 
Sato to start 

with

Collaborare with 
rent providers to 
provide a more 

international 
friendly housing

Friends / 
Acquaintances

Communities
Fuksi 
guide

Airline 
websites

Flight 
finder 

websites

Friends / 
Acquaintances

Communities

TAXIMetro Bus

Ticket 
machine Maps

Google
maps

Passerby's

People 
waiting / 
greeting 

you

Friends / 
Acquaintances

Communities

Tutors

Student 
associations

Ticket 
providers
/agencies

Airline
Flight 
finder 

companies

Friends / 
Acquaintances

Taxi 
service Citizens

Friends / 
Acquaintances

Map 
providers
(Google)

Payment
provider

If the country 
is far, need to 

book more 
than one flight

"I received help
from a friend"

Travelling
is 

stressfull

Airport

Luggage
may get 

lost

Train 
station

Metro 
station

HSL 
app

Supermarkets

"I don't trust the
second hand"

Second hand 
markets/shops

Ticket 
machine

Delivery

"I arrived and I didn't
have furniture for 1 

week"

"I received help 
from my roomate 

with bed and desk"

Furniture starter
kit, collab with 

ikea and/or 
recycling centre

Buddy 
program

More than a page 
sign-​up is needed. 
Work needs to be 

done to understand 
the best type of 

organization and 
incentive

Embassy
in home 
country

Getting to
buy nice 
things

Not sure 
if I have 

all I need

A lot of 
emotions to 

regulate when 
letting go of 

stuff

Airports

Declutter

Airlines

Airports Airlines

Travel
hype

Phycically 
moving from 
A to B, in the 

fastes way

Big and 
a lot of 
luggage

Long 
long 

process

Jetlag

Jetlag

Need to 
take more

flights

DVV in 
Helsinki

Pop-​up 
DVV on 
campus

Help from 
people 

greeting 
you

Banks Bank 
website

Crying
babies

Communities

Police 
station

Finnish police 
website for 

scheduling the
appointment

Good 
digital 

navigation

Big and 
a lot of 
luggage

Taxi can 
be 

expensive

Supermarkets

Ticket 
payment 

can be 
confusing

Confused by 
finnish 

maps/directions

flyer booklet
Free ticket 

to your 
new home

Expensive

"R-​Kioski 
everywhere,

which is convenient"

Don't 
understand 

finnish grocery
brands

Paying is very 
difficulte (no 

European 
bank account)

To be physically 
present in the 

embassy, which 
can be in 

another city

Discount when
buying at least 

14 days 
subscription

Don't know 
finnish 

supermarkets

Long 
waiting 

time

Can't get 
appointment 
with a short 

notice

Subscription
only 

available in 
the HSL app

"I don't have a lot 
of internet data on
the mobilephone" Long waiting 

time in 
Helsinki DVV if 

not 
appointment

Can't get 
recent 

appoinment

Insurances
can be 

confusing

Paying can be
difficult if you
don't have EU
bank account

"it's cheap"

Community

Family Friends

"Someone else 
payed for me 

because I didn't
have a bank 

account in eu"

Banks, e.g.

Residency 
permit allows 

one to travel in
all schengen 

countries

"Healthcare is 
important. I feel 

safe when I have it" "Healthcare is 
important. I feel 

safe when I have it"

"DVV pop up at 
Aalto was fast 

and easy"

Scheduling Waiting
"In July Migri is 

closed. I didn't know 
and needed to wait."

Feeling of 
integrating 

in the 
society

To be able to 
do a lot 

things (phone
number etc.)

Key to 
digitalized 
services 

(almost every 
service)

"I'm part of 
finnish society!"

✅ Meet other students and tutors

✅ Compare and deside the bank you 
want to be customer of

✅ Schedule a meeting with a bank

✅ Prepare and necessary documentation

✅ Figure out where to go

✅ Schedule a meeting

✅ Prepare and bring necessary 
documentation

✅ Figure out where to go

✅ Take personal photo for ID

✅ Schedule a meeting

✅ Prepare and bring necessary 
documentation

✅ Figure out where to go

✅ Schedule a meeting

✅ Prepare and bring necessary 
documentation

✅ Figure out where to go

✅ Familiarize with what you have to 
pay

✅ Understand what documents you 
need to have

✅ Pay to Kela

✅ Familiarize with what kind of 
insurance you need and what it covers

✅ Pay 💸

✅ Get student Identification

✅ Get student discount

✅ Buy ticket

✅ Compare selections

✅ Figure out what stores has products you 
want

✅ Pick up the products

✅ Pay 💸

✅ Figure out where to go / what transport to use

✅ Deal with luggage

✅ Pay for the transportation / taxi 💸

✅ Navigate through the journey

✅ Contact people that are waiting for you

✅ Luggage

✅ Contact people that you have arrived safely

✅ Figure out all what you will need 
specifically in Finland and prepare 
shopping list

✅ Go shopping

✅ Pack

✅ Figure out what you need

✅ Figure out where to get it from

✅ Compare 2nd hand vs. store

✅ Schedule delivery

✅ Pay 💸

✅ List with who you need to meet up

✅ Figure out when would be best to arrive

✅ Find the most optimal route/ticket

✅ Make a price/date compromise

✅ Pay 💸

✅ Find housing providers

✅ Contact owners

✅ Decide and prioritize on the requirements

✅ Put in applications

✅ Budgeting

✅ Figure out where to get the keys and picking them up 🔑

Welcome Espoo postcardStart of the studies

✅ Familiarize with info

✅ Figure out how Telegram works

✅ Join Telegram groups get / ask for more 
info

✅ Familiarize with next steps

✅ Figure out how to interact

Orientation Week

"I get to know
people"

It's 
fun

Receiving 
information

Familiarizing 
with students
and things to 

do

Get to 
know some

friends

Social 
anxiety

Get infos
for study

plan

Akward
silence

Student 
associations

Infomation 
could be 

too much  
to digestNot having 

enough time to 
make desicion if

accepting an 
offer

Guilds Student
Association

Guilds

Otaniemi
campus

Not being 
used to the 
weather in 

Finalnd

Feeling a 
sense of 

belonging

Better 
understanding

of where 
things are

"Espoo 
is a city" 
badges

info 
flyer/booklet

pop up 
Espoo, during
OtaOrienting

Espoo 
sponsorship

booklets 
available 

on 
locations

booklets 
available 

on 
locations

booklets 
available 

on 
locations

booklets 
available 

on 
locations

Student 
associations

booklets 
available 

on 
locations

Food 
guide

welcome
sign 

board

First 
week/month

discount

Teachers Students

Roommates

Restaurant
day

Link to 
guide to 
Espoo

Crowded
campus

Still not having 
solid 

understanding 
and knowledge 

about the student
life

Student 
canteens

Otaniemi
campus

Student 
canteens

New 
opportunities
to learn new 

things

Meet 
inspiring
people

Meet people
from 

different 
cultures

Apartment

"I received it late"

Discount 
coffee with
a resident

Feeling 
welcome 💙

Pop-​up Espoo, 
during 

OtaOrienting 
(Otasuunnistus)

Merch

https://www.espoo.fi/en/city-​
espoo/international-​espoo/hello-​

espoo/greetings-​new-​espoo-​resident

Informations 
not shared in 
an engaging 

way

Can this be 
automated?

Making
friends

Newsletter 
in English.

+ Optimising
content

Getting 
informal 

information

Friends

Anxiety 
during the 

waiting 
time

Informations 
can be difficult
to understand,
→ feeling 

unsure

Unstructured 
information because 
receiving information 
about different topics 

(university, 
government, lifestyle) 

in one place

Finding Aalto 
students 

sharing similar
culture and 

language

Build 
relationship 

with Aalto tutors
for future 

collaborations

Send a 
booklets about

Espoo to the 
Embassy of 

Finland

search 
engines

domo.ayy.fi/

search 
engines

search 
engines

Search 
engines

Search 
engines

Language 
barrier. Most of 
the listings are 

only provided in
Finnish

Promote in english

Struggle with 
picking up the 

keys. Help from a 
person already in 
Finland is needed

Feeling sure 
that you have

the flight 
booked

Tickets 
can be 

expensive

Online
stores

Managing 
all the 

scheduling

Second hand 
furniture is 

less expensive 
and 

sustainable

Expenses

Forecasts

Tuike

Airplane

Having 
food to 

eat

Grocery
stores

"Lidl was familiar
grocery store"

Language
barrier

Grocery
stores

HSL 
office

Needs
DVV

Going to 
HSL service

point, a 
long queue

International 
Health 

Insurance 
provider e.g.

National 
health 

provider (Kela 
in Finland)

"EU health 
insurance if free"

Eu Health 
insurance is 
physical card 

which is sent to 
your home and it 

can take long

"Simple. 
Instructions were 

clear."

First step  
accessing 

official Finnish 
services

Embassy
in home 
country

"Posti process 
was convenient"

Not sure when the 
DVV has processed 
your information 

because not getting 
confirmation

Not sure 
which bank

to use

Needs
DVV

Needs
DVV

Events

Tutorsother 
students

time-​
consuming

How can 
Espoo be 

present with
Aalto tutors?

(buddy program) More 
than a page sign-​up is 

needed. Work needs to
be done to understand 

the best type of 
organization and 

incentive

How tutors can 
help Espoo 

(even workshop)
and how Espoo 
can help tutors

Figure 4:  A journey map of Aalto international students

https://emojipedia.org/key/
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