
Italy – Customer Experience 
 
From the Customer Satisfaction to the Customer Experience. A comprehensive approach for 
improving the delivery of services to taxpayers. 
 

In 2019, a survey was conducted on taxpayers' perceptions of the pre-filled tax return. The research 
used several survey methodologies to capture the assessment of both citizens who know and use the 
pre-filled tax return and those who have never heard of it. Around 11,000 citizens were involved, using 
qualitative research tools such as interviews and focus groups, and quantitative tools such as 
telephone interviews and online questionnaires. 
The aim was to understand: 
- the barriers to effective use 
- the level of knowledge  
- the level of interest in using it and receiving information about it 
- Citizens' perceptions of the IT process 
- Types (profiles) of citizens who are reluctant to use it. 
As a result of the research some further actions have been considered to improve the awareness and 
usability of the pre-filled tax returns by an increasing number of citizens. Some of these improvements 
have already been implemented in the next filing campaign, while others need more time and will be 
introduced in the coming years. Citizens have been informed about the results on the website of the 
Agenzia delle Entrate. 
 
 

 

https://www.agenziaentrate.gov.it/portale/web/guest/indagini-di-customer-satisfaction-anno-2019


 


