
Digital transformation training programme
Module #2

Human-centred 
design for digital 
services



A few  house rules before 
we start
● Make sure your name is displayed

● Keep your video on unless you have connectivity 
issues

● Mute if you're not speaking

● Don’t hesitate to ask questions by raising your hand or 
using the chat 



Where we are

1. Introduction to digital 
government

2. Human-centred design for 
digital services

3. Agile and open ways of 
working

4. Building trust in digital 
government

5. Data: uses, opportunities and 
risks

6. Managing digital technology 
risks

7. Navigating barriers to digital 
government



Learning objectives 

Explain the concept of human-centred design

Appreciate the value of user research

Introduce the basics of how to conduct user research 
interviews



1. Introduction to human-centred design

2. Doing user research in government



1. Introduction to human-centred design

2. Doing user research in government

Definitions

Different types of design

Human-centered focus







Designing services is about 
creating services that efficiently
meet the needs of their users.



needs to 
build a 

new 
storage 

unit 

User User need

a retailer

Example



to build 
a new 

storage 
unit 

wants 
authori-
sation

User User needService

a retailer

Example



User needs express people’s 
goals, values and aspirations.



Are you involved in the delivery of 
any services?

What user needs do they solve?

5-min group discussion



User needs ≠ requirements



Requirement:

Wifi on 
the train

Example



User need:

Send an email 
with an 
attachment

Example



a worker 
travelling 

to a 
conference 

by train

User User need

needs to 
send their 

presentation 
beforehand

Example



a worker 
travelling 

to a 
conference 

by train

User User needService

Service requirement

Train equipped with Wifi

to send their 
presentation 
beforehand

wants on-board 
connectivity

Example



Designing services is about 
creating services that efficiently
meet the needs of their users.



a group of 
friends

need to 
plan a 
long 

week-end

User User need

Example



a group of 
friends

to plan a 
long 

week-end

User User needService

wants to 
know when 

the next 
public 

holiday is

Example



Example



Example



According to you, which website 
best answers user needs, and 
why?

10-min group discussion



Example
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2. Doing user research in government

Definitions

Different types of design

Human-centered focus



Visual



Example



● typography

● grids

● imagery

● colour

● page furniture 
& space

● typography

● grids

● imagery

● colour

● page furniture 
& space



● hierarchy

● legibility & 
readability

● accessibility

● hierarchy

● legibility & 
readability

● accessibility

● typography

● grids

● imagery

● colour

● page furniture 
& space

● typography

● grids

● imagery

● colour

● page furniture 
& space



Visual Content



Example



A few content design tips

● Put the most important information first
● Avoid having questions as titles and using 

capital letters
● Use common words and short sentences
● Avoid acronyms and abbreviations



“Most people make the mistake of 
thinking design is what it looks like [... ] 
People think it’s this veneer — that the 
designers are handed this box and 
told, ‘Make it look good!’ That’s not 
what we think design is. It’s not just 
what it looks like and feels like. 

Design is how it works.”

Steve Jobs, former CEO of Apple



Visual

Interaction

Content





Visual

Interaction

Content

Service



Think of an online financial or e-
commerce service that you find 
particularly well or poorly 
designed. 
Why? 

10-min group discussion



1. Introduction to human-centred design

2. Doing user research in government

Definitions

Different types of design

Human-centered focus



Human-centred design is an 
empathic approach to service 
design.

It’s about understanding the 
needs of service users but also 
their limitations.



What do you think can prevent or 
make it hard for people to use 
digital services?
And what can governments do 
about it?

10-min group discussion



Barriers to using digital public services:

● Access



Barriers to using digital public services:

● Access
● Skills



Example



Barriers to using digital public services:

● Access
● Skills
● Trust



Example



Barriers to using digital public services:

● Access
● Skills
● Trust
● Ability



Microsoft 
Persona 
Spectrum





Example



Example



Example



Example



Example



Designing for 
users with 
anxiety



1. Introduction to human-centred design

2. Doing user research in government

Introduction to user research

How to do user interviews

Good practices in user research





User research reveals unmet 
needs.



User research gives 

insights,    empathy,   inspiration.

deep 
understanding of 
the service from 
users’ 
perspectives

drives, 
motivates and 
excites the 
team to design 
great services

new ways of 
thinking, that can 
push expansive 
ways of designing 
solutions



There are lots of methods to 
conduct user research. 



Focus group

A group session 
with 4-6 
participants for 
shared 
discussion.

Surveys

For a broader 
view of user 
needs.

User experience 
testing

Putting a 
prototype in the 
hands of users 
and observe them 
using it.Empathy 

experience

Doing something 
to put yourself in 
the user’s shoes.

Mystery 
shopping

Live the user’s 
experience 
incognito.

Data mining

Explore raw data 
and experiment 
with visualising it.

Desk research

Gather existing 
knowledge online 
and from 
literature.

User interview

An interview with 
a current or future 
user, ideally at 
home or in 
context.



Qualitative Quantitative

Reason
We’re not sure what we’re looking 
for, we want to discover.

Data
Delivers rich, contextual insights 
around how and why.

Examples
User interview, mystery shopping

Reason
We might know what we’re looking 
for, we’re testing and validating.

Data
Delivers specific insights around 
how much something is 
happening.

Examples
Survey, data mining



Example



User research happens 
at every stage of the service 
process cycle.



Service development process

Discovery
Understand 
user needs

Design & development
Prototype and test 
solutions with users

Live
Launch and 
continuously 
improve

Ideate Prototype

Refine Test

Ideate Prototype

Refine Test







Why user interviews?

1. Because they’re really effective.
2. Because they’re hard to do well.
3. Because the barrier to doing them is low.



We’re going to focus on the 
process for user interviews, 
through the example of a 
business registration service.



Process for user interviews

Plan and 
set up user 
research 
interviews

Conduct 
user 
research 
interviews

Analyse 
and 
document 
findings



Plan and set up user research interviews

1. Define objectives and success criteria



What are our research objectives? 

5-min group discussion



Understand the end-to-
end experience of how 
people register 
businesses

Understand what works 
well and the pain points 
in the current business 
registration process

Inform the revamping of the business registration service

Example



Plan and set up user research interviews

1. Define objectives and success criteria
2. Identify and recruit representative users



Who do you think our 
representative users are, and how 
can we reach out to them?

10-min group discussion





Name

Age

Occupation

Place of residence

Level of digital 
literacy

Potential barriers to 
using digital 
services

Other



Individual A
Female, 24 
yrs

Individual B
Male, 42 yrs

Individual C
Male, 58 yrs

Co-founder of a tech 
company

Lives in the country’s 
capital city

Great digital skills

Anxious when using 
government services

About to launch his 
small grocery shop 
business

Lives in a small village 
in a remote area 

Does not have access 
to a computer nor 
internet on a regular 
basis

Lawyer providing 
assistance in 
company registration

Little digital literacy

Has visual 
impairments which 
make it hard for him 
to read online

Example



Plan and set up user research interviews

1. Define objectives and success criteria
2. Identify representative users
3. Write a discussion guide



When you were 
struggling with 
this task, what 
was happening?

How might this 
affect your 
efficiency, if at all?

How well would this 
save time for you 
during the registration 
process?

What was easy 
or difficult about 
completing that 
task?



Rephrase these questions:
1. Do you find the current business 
registration service easy to use?
2. Would you like it if we move this 
service online?

5-min activity



Plan and set up user research interviews

1. Define objectives and success criteria
2. Identify and recruit representative users
3. Write a discussion guide
4. Recruit users



Statement of informed consent

Purpose of this study

The purpose of this study is to understand how you use the government’s business registration 
service. Your participation in this study will help us inform the revamping of the service.

❑ The researcher has explained the purpose of the research to me.
❑ I have had an opportunity to ask questions about the study.

Freedom to withdraw
Your participant in this study is voluntary.

You can refuse to take part at any time.
You can take a break at any time.
You can ask questions at any time.

Example



Process for user interviews

Plan and 
set up user 
research 
interviews

Conduct 
user 
research 
interviews

Analyse 
and 
document 
findings



Conduct user research interviews

1. Build trust



Conduct user research interviews

1. Build trust
2. Learn about the participant



Let’s create groups of 3 (1 interviewer, 1 
research participant and 1 observer) and 
imagine we’re in a user research 
interview with a business founder who’s 
recently registered their business and 
volunteered to share feedback on the 
process.

15-min group discussion



Conduct user research interviews

1. Build trust
2. Learn about the participant
3. Capture the interview



Process for user interviews

Plan and 
set up user 
research 
interviews

Conduct 
user 
research 
interviews

Analyse 
and 
document 
findings



Analyse and document findings

1. Document and communicate findings



Analyse and document findings

1. Document and communicate findings
2. Build insights





A journey map is a visualisation 
of the process that a person 
goes through in order to 
accomplish a goal.



Feelings

Opportunities
for improvement

Stage

Activities

Touchpoints



Feelings

Opportunities
for improvement

Stage

Activities

Touchpoints

Consideration Exploration Business registration

X wants to 
launch their 
business

X looks for information 
about legal structures 
and registration process

X starts their business 
registration request online

😀 X is 
enthusiastic 
about their 
project

- Improve referencing
- Create a form to 
suggest legal structures

😤 X is frustrated as 
they struggle to find 
the business 
registration website 
and understand which 
legal structure is best 
for them

😱 X is scared because 
they started their 
registration online, but X 
can’t upload the required 
documents. X tries to call 
unsuccessfully, and visits 
the agency 

     ☎ 
🏢

- Investigate the document 
upload issue
- Create an online chat



Journey map ≠ process map



Differences between process and journey 
maps

Main focus

What is 
visualised?

Terminology

Who is 
involved?

The organisation

The organisation’s 
internal processes, 
functions, and activities

Terms and jargon 
specific to the 
organisation

Process mapping 
specialists, specific 
teams

The user

The user experience

The user’s language

All teams involved in 
the user experience



As-is journey maps

● Communicate an 
understanding of the 
user

● Drive conversations

Benefits of journey mapping

To-be journey maps

● Share a vision
● Keep a basis for 

decision making



What would the purpose of a journey 
map be in our context?

What conversations will the map 
support?

10-min activity



1. Introduction to human-centred design

2. Doing user research in government

Introduction to user research

How to do user interviews

Good practices in user research



Good practices in user research

1. Do a little, often.



Service development process

Discovery
Understand 
user needs

Design & development
Prototype and test 
solutions with users

Live
Launch and 
continuously 
improve

Ideate Prototype

Refine Test

Ideate Prototype

Refine Test



Good practices in user research

1. Do a little, often.
2. Work as a team.





Good practices in user research

1. Do a little, often.
2. Work as a team.
3. Watch what users do. Not just what they say.



‘If I had asked 
people what 
they wanted,  they 
would  have said 
faster horses.’

Henry Ford



Example



Good practices in user research

1. Do a little, often.
2. Work as a team.
3. Watch what users do. Not just what they say.
4. Embrace a large, diverse population of your 

users.



‘If you think good design is 
expensive, you should look at the 
cost of bad design.’

Dr Ralph Speth, former CEO Jaguar



1. Introduction to human-centred design

● Human-centred design is an empathic approach 
to service design. It’s about understanding the 
needs of service users and their limitations.

● User needs are different from service 
requirements. They express people’s goals, 
values and aspirations.

Takeaways



2. Doing user research in government
● User research is the deliberate study of users to 

reveal insights on their needs, problems and 
context to inform the development of services.

● There are many ways to conduct user research, 
at every stage of the service development 
process.

● Conducting user interviews is only one of them, 
but one worth trying out!

Takeaways



Next module:

Agile and open ways of working 



This presentation has been designed using resources 
from Flaticon.com and Unsplash.com.


