Digital Service
Design

Designing the Future: Crafting
Human-Centered Digital Services for
Governments

Executive Summary

In an era where technology shapes nearly every aspect of daily life, governments
worldwide face unprecedented pressure to deliver efficient, accessible, and inclusive
public services. Digital service design offers a transformative approach to meet these
demands, placing citizens at the heart of government innovation.

This book explores the principles, strategies, and practical frameworks for creating
digital services that are not only functional but also empathetic, equitable, and
responsive to the diverse needs of communities.
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Introduction

In an era where technology shapes nearly every aspect of daily life, governments
worldwide face unprecedented pressure to deliver efficient, accessible, and inclusive
public services. Digital service design offers a transformative approach to meet these
demands, placing citizens at the heart of government innovation.

This book explores the principles, strategies, and practical frameworks for creating
digital services that are not only functional but also empathetic, equitable, and
responsive to the diverse needs of communities.

Drawing on real-world case studies, cutting-edge methodologies, and insights from
global leaders in public sector innovation, Designing the Future provides a
comprehensive guide for policymakers, designers, and technologists alike.

From streamlining bureaucratic processes to fostering trust through transparent and
user-friendly platforms, this book equips governments with the tools to navigate the
complexities of digital transformation.

Whether you're a public servant, a design practitioner, or a civic innovator, this book will
inspire and empower you to reimagine how governments serve their citizens in the
digital age.
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Case Studies

These case studies illustrate how governments worldwide are leveraging user-centered
design, agile methodologies, and digital technologies to transform public services. Each
case study highlights the context, approach, outcomes, and lessons learned, providing
a foundation for the book’s exploration of effective digital service design.

GovWifi: Streamlining Connectivity Across UK
Government Buildings

In the UK, the Government Digital Service (GDS) identified a fragmented approach to
Wi-Fi provision across government departments, where each agency independently
designed, procured, and operated its own guest wireless networks.

This led to inconsistent user experiences for civil servants and visitors, requiring unique
credentials for each location and often 24 hours’ notice for access. Additionally, many
systems failed to meet updated cybersecurity standards set by GDS and the National
Cyber Security Centre (NCSC).

GDS launched GovWifi, a unified Wi-Fi service to provide seamless, secure connectivity
across government sites. The project adopted user-centered design principles,
engaging stakeholders like HM Revenue & Customs (HMRC) and the Home Office to
identify user needs.

A mixed team of internal GDS staff and external consultants, including specialists from
bedigital, focused on technical architecture, product ownership, and service design.
Regular user feedback and department briefings ensured alignment with real-world
needs. After initially failing its beta assessment, the team iterated rapidly, addressing
gaps and passing the assessment within six months.

GovWifi achieved significant adoption across UK government buildings, enabling
seamless movement for civil servants and visitors without repetitive logins. It improved
productivity by reducing connectivity barriers and aligned with modern cybersecurity
standards. The project also set a precedent for cross-departmental collaboration,
demonstrating the value of centralized digital infrastructure.
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Lessons Learned

e lterative development and user feedback are critical for overcoming initial
setbacks in digital service projects.

e Centralized solutions can address fragmentation but require robust stakeholder
engagement to ensure adoption.

e Aligning with cybersecurity standards early in the design process enhances trust
and scalability.

GOV.UK One Login: Simplifying Digital ldentity
for UK Citizens

Accessing government services in the UK often required citizens to navigate multiple
logins and identity verification processes across departments, leading to frustration and
inefficiency. The GDS sought to create a single sign-on system, GOV.UK One Login, to
streamline access while prioritizing inclusion and security.

The GDS team, led by experts like Natalie Jones and Helena Trippe, adopted a
user-centered, agile approach to design GOV.UK One Login. They conducted extensive
user research to address inclusion barriers, ensuring the system was accessible to
diverse populations, including those with disabilities or limited digital literacy.

The team prototyped and iterated on digital identity solutions, collaborating with
departments like the Department for Education to align with broader digital standards.
The project emphasized open APIs and digital credentials to enable interoperability
across services.

GOV.UK One Login simplified access to services like tax filing and benefits applications,
reducing user friction. By 2025, it was integrated into platforms like the GOV.UK Wallet
and App, enabling citizens to securely store digital documents like driver’s licenses. The
focus on inclusion ensured broader accessibility, while open APIs facilitated future
scalability.
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Lessons Learned

e Prioritizing inclusion in digital identity systems broadens access and builds trust.

e Agile methodologies allow teams to adapt to evolving user needs and technical
challenges.

e Open APIs and standardized credentials are essential for integrating services
across government.

Canada’s COVID Alert App: Rapid Response
Through Digital Collaboration

During the COVID-19 pandemic, the Canadian Digital Service (CDS) and Health
Canada needed a rapid solution to notify citizens of potential exposure to the virus.
Traditional service delivery methods were too slow to meet the urgent public health
need.

Launched on July 31, 2020, the COVID Alert app was developed using agile methods in
collaboration with private sector partners and provincial governments. The CDS applied
user-centered design to ensure the app was intuitive and privacy-focused, addressing
concerns about data security.

The Notify platform, also developed by CDS, supported the app by sending over 11
million push notifications across 117 services, maintaining a low cost of 4 cents per
notification. Accessibility was a core focus, with features designed to ensure equal

participation for all users.

The app empowered Canadians to track potential exposures, contributing to public
health efforts. Its low-cost notification system demonstrated scalability, and the
collaborative model with private and provincial partners accelerated deployment. The
project’s success highlighted the potential of digital tools in crisis response.

Lessons Learned

e Agile collaboration with private and public partners can accelerate delivery in
high-stakes scenarios.
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e Privacy and accessibility must be embedded in design to ensure public trust and
inclusivity.

e Low-cost, scalable platforms like Notify can support multiple services, maximizing
impact.

Mexico’s Digital Birth Certificates: Scaling
National Digital Transformation

In Mexico, obtaining birth certificates was a time-consuming, paper-based process,
creating barriers for citizens, especially in rural areas. The government aimed to digitize
this essential service as part of a broader national digital transformation strategy.

Mexico’s digital transformation agency collaborated with local governments to digitize
birth certificate issuance, employing human-centered design and agile methods. The
project involved creating a centralized digital platform accessible to citizens via mobile
devices and web portals.

Political and legal frameworks were reformed to support interoperability and data
sharing, overcoming bureaucratic resistance through high-level political support. User
research ensured the platform addressed the needs of diverse populations, including
those with limited digital access.

The digital birth certificate system reduced processing times and improved access for
millions, particularly in underserved regions. It set a model for other Latin American
countries and demonstrated the importance of aligning digital initiatives with legal and
political reforms. The project also contributed to Mexico’s broader digital government
strategy, including single sign-on systems.

Lessons Learned

e Legal and political reforms are critical enablers of digital transformation.

e Human-centered design ensures services meet the needs of diverse populations.

e Centralized platforms can improve access but must address digital divides to
avoid exclusion.
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Indonesia’s Digital Public Services: Addressing
Governance Challenges

Indonesia faced challenges in leveraging digital technologies to improve public services
due to fragmented governance and limited digital infrastructure in rural areas. The
government sought to enhance service delivery through digitalization while addressing
potential Al-related risks like bias and transparency.

Indonesia implemented digital platforms for services like tax filing and social benefits,
using a phased approach to address infrastructure gaps. User-centered design was
applied to ensure accessibility, with iterative feedback loops to refine services.

The government also developed governance frameworks to mitigate Al risks, focusing
on transparency and accountability. A systematic review of global case studies informed
Indonesia’s strategy, ensuring alignment with best practices.

Digital services improved efficiency and citizen engagement, particularly in urban areas.
However, challenges like the digital divide persisted, requiring targeted investments in
rural connectivity. The focus on Al governance set a precedent for responsible
technology adoption in public services.

Lessons Learned

e Phased implementation allows governments to address infrastructure and
capacity gaps iteratively.

e Al governance frameworks are essential for ethical and transparent digital
service delivery.

e Addressing digital divides is critical to ensuring equitable access to services.

Synthesis and Implications

These case studies underscore the core principles of digital service design for
governments: user-centered design, agile methodologies, and cross-sector
collaboration.
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The UK’s GovWifi and GOV.UK One Login demonstrate the power of centralized,
interoperable systems to streamline services and enhance user experience.

Canada’s COVID Alert app highlights the role of rapid, collaborative development in
crisis response, while Mexico’s digital birth certificates show how legal and political
reforms can amplify digital impact. Indonesia’s experience emphasizes the need to
address digital divides and Al governance for equitable and ethical service delivery.

For the book Designing the Future, these case studies will serve as practical examples
to illustrate:

e User-Centered Design: Engaging citizens and stakeholders to design services
that meet real needs, as seen in GOV.UK One Login and Mexico’s birth
certificate system.

e Agile Development: lterative approaches, as used in Canada’s COVID Alert app
and GovWifi, enable rapid adaptation to challenges.

e Interoperability and Standards: Open APIs and digital credentials, as
implemented in the UK and Mexico, ensure scalability and integration.

e Inclusion and Equity: Addressing digital divides and accessibility, as seen in
Indonesia and Canada, is critical to avoid marginalizing vulnerable populations.

e Governance and Trust: Robust cybersecurity (GovWifi) and Al governance
(Indonesia) build public trust in digital services.

These examples will be woven into the book’s chapters to provide actionable insights,
supported by frameworks and tools for governments to replicate and adapt these
successes.
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Digital Transformation

Digital Transformation in government represents a strategic, holistic approach to
modernizing public services, systems, and operations to deliver efficient, accessible,
and citizen-centric outcomes. It involves leveraging technology, data, and innovative
practices to reimagine how government engages with citizens, streamlines processes,
and adapts to evolving needs.

A robust Digital Transformation framework integrates key components—such as Value
Stream Management, user-centered design, agile methodologies, cloud adoption,
data-driven decision-making, cybersecurity, organizational change management,
technology integration, and governance—to create a cohesive strategy.

This framework aligns with government best practices, such as the U.S. Digital Service
Playbook or the UK Government Digital Service Standard, ensuring services are
inclusive, transparent, and responsive.

By orchestrating these elements, the framework drives operational efficiency, enhances
user experiences, and fosters a culture of continuous improvement, enabling
governments to meet modern expectations while addressing complex societal
challenges.

Value Stream Management

Value Stream Management (VSM) in Digital Service Design for Government best
practices is the process of mapping, analyzing, and optimizing the end-to-end flow of
activities, information, and resources required to deliver a digital service to citizens or
stakeholders. It focuses on maximizing value, improving efficiency, and ensuring
alignment with user needs and organizational goals.
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Role of Value Stream Management in Digital Service Design for
Government:

User-Centered Delivery: VSM ensures services are designed around citizen
needs by mapping the entire service delivery process, identifying pain points, and
prioritizing improvements that enhance user experience.

End-to-End Process Optimization: It provides a holistic view of the service
delivery lifecycle—from ideation to deployment and maintenance—enabling
government teams to eliminate waste, reduce delays, and streamline operations.
Cross-Functional Collaboration: VSM fosters collaboration across siloed
government departments, ensuring alignment between policy, technology, and
operations to deliver cohesive, efficient services.

Continuous Improvement: By leveraging data and feedback loops, VSM
supports iterative enhancements, aligning with agile and DevOps principles to
adapt services to changing user needs or regulations.

Transparency and Accountability: It creates visibility into workflows, enabling
teams to measure performance (e.g., cycle times, throughput), identify
bottlenecks, and ensure resources are used effectively in line with government
priorities.

Alignment with Best Practices: VSM aligns with government digital service
principles (e.g., GDS Service Standard or USDS Playbook) by emphasizing user
research, iterative development, and measurable outcomes, ensuring services
are accessible, inclusive, and cost-effective.

Practical Application:

Mapping Value Streams: Teams visualize processes (e.g., applying for a permit
or accessing benefits) to identify inefficiencies or barriers.

Prioritizing Value: Focus on delivering features or services that provide the most
value to users, such as faster response times or simplified interfaces.
Metrics-Driven Decisions: Use key performance indicators (KPIs) like lead time
or user satisfaction to drive improvements.

Technology Enablement: Integrate tools for automation and monitoring to
support scalable, resilient digital services.
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By embedding VSM into Digital Service Design, government agencies can deliver
citizen-centric, efficient, and adaptable services while adhering to best practices for
transparency, accessibility, and continuous improvement.

Role of VSM in Digital Transformation

Value Stream Management (VSM) is a critical component of Digital Transformation
methods, as it provides a structured approach to optimizing the end-to-end processes
involved in delivering digital services.

Within the context of Digital Transformation, particularly for government, VSM ensures
that digital initiatives align with user needs, organizational goals, and operational
efficiency, enabling the shift from legacy systems to modern, citizen-centric digital
services.

VSM serves as the backbone for process optimization within Digital Transformation by
mapping, analyzing, and improving the flow of activities, information, and resources
required to deliver digital services. It supports the transition to digital-first operations by:

e Streamlining Processes: Identifying and eliminating inefficiencies in workflows
to enable faster, more cost-effective service delivery.

e Enhancing User Experience: Focusing on value delivery to citizens through
user-centered design and iterative improvements.

e Enabling Agility: Supporting agile and DevOps practices by fostering
continuous feedback and adaptation to changing needs.

e Driving Measurable Outcomes: Using metrics like cycle time, throughput, and
user satisfaction to ensure alignment with transformation goals, such as
accessibility and scalability.

In government, VSM aligns with Digital Transformation objectives (e.g., U.S. Digital
Service Playbook or UK GDS Service Standard) by ensuring digital services are
efficient, transparent, and responsive to citizen needs while optimizing resource use.

Other Components of Digital Transformation Methods
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Digital Transformation in government involves a holistic approach to modernizing
services, systems, and operations. The key components, alongside VSM, include:

e User-Centered Design (UCD):

e Focuses on understanding citizen needs through research, prototyping,
and testing to create intuitive, accessible digital services.

e Example: Designing a user-friendly online portal for benefits applications
based on user feedback.

e Agile and DevOps Methodologies:

e Agile development emphasizes iterative, incremental delivery, while
DevOps integrates development and operations for faster, reliable
deployments.

e Example: Rapidly iterating on a government app with continuous
integration and delivery pipelines.

e Cloud Adoption and Infrastructure Modernization:

e Transitioning to cloud-based solutions for scalability, flexibility, and
cost-efficiency, replacing outdated legacy systems.

e Example: Migrating government data to secure cloud platforms like AWS
or Azure.

e Data-Driven Decision Making:

e Leveraging data analytics and insights to inform service improvements
and policy decisions.

e Example: Using real-time analytics to optimize the performance of a tax
filing system.

e Cybersecurity and Privacy:

e Ensuring digital services are secure, compliant with regulations (e.g.,
GDPR, FISMA), and protect user data.

e Example: Implementing multi-factor authentication and encryption for a
government portal.

¢ Organizational Change Management:

e Aligning people, culture, and processes to embrace digital innovation,
including training staff and fostering a digital-first mindset.

e Example: Upskilling government employees to use new digital tools
effectively.

e Technology Integration and Interoperability:
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e Integrating modern technologies (e.g., APIs, Al, RPA) and ensuring
systems work seamlessly across departments and platforms.

e Example: Using APIs to connect a health service app with a national
insurance database.

Governance and Policy Alignment:

e Ensuring digital initiatives comply with government regulations, standards,
and strategic objectives (e.g., digital inclusion, transparency).

e Example: Adhering to accessibility standards like WCAG 2.1 for all digital
services.

How VSM Integrates with Other Components

VSM acts as a unifying framework that ties these components together by:

Mapping the end-to-end delivery process to identify inefficiencies across user
research, development, deployment, and operations.

Aligning cross-functional teams (e.g., designers, developers, policymakers) to
deliver cohesive services.

Providing metrics to measure the impact of cloud adoption, agile practices, or
data-driven improvements.

Ensuring cybersecurity and governance requirements are embedded in the value
stream.

Example in Practice

For a government service like an online permit application system:

VSM: Maps the process from application submission to approval, identifying
delays (e.g., manual reviews) and optimizing workflows.

UCD: Ensures the interface is intuitive based on citizen feedback.
Agile/DevOps: Enables rapid updates to the system based on user needs.
Cloud: Hosts the application on a scalable cloud platform.

Data: Tracks application completion rates to improve the process.
Cybersecurity: Secures user data with encryption.

Change Management: Trains staff to manage the new system.
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e Governance: Ensures compliance with accessibility and privacy laws.

Conclusion

VSM is a foundational component of Digital Transformation, enabling government
agencies to optimize processes and deliver value-driven digital services.

It integrates with user-centered design, agile methodologies, cloud adoption, data
analytics, cybersecurity, organizational change, technology integration, and governance
to create efficient, citizen-centric, and adaptable digital ecosystems.

Together, these components drive the modernization of government services, aligning
with best practices for accessibility, transparency, and continuous improvement.
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User Experience Design for
Government Digital Services

User Experience (UX) Design lies at the heart of creating government digital services
that are intuitive, inclusive, and effective, ensuring public platforms meet the diverse
needs of citizens while fostering trust and accessibility.

Unlike private sector UX, which often prioritizes engagement or profit, government UX
design focuses on equity, transparency, and universal access, navigating unique
challenges like bureaucratic constraints, legacy systems, and the imperative to serve all
citizens, regardless of digital literacy, language, or physical ability.

This chapter explores how UX principles can transform government services, drawing
on real-world examples such as the UK’s GOV.UK One Login, Canada’s COVID Alert
app, and Mexico’s digital birth certificate platform to illustrate best practices and provide
actionable strategies for policymakers, designers, and technologists.

Citizen-First Service Design

At the core of government UX design is a commitment to placing citizens first, achieved
through user-centered design that relies on understanding user needs, behaviors, and
pain points.

For instance, the UK’s Government Digital Service (GDS) tackled the frustration of
multiple logins across government services by developing GOV.UK One Login. Through
extensive user research, GDS created personas representing diverse groups, such as
elderly users or non-native English speakers, and iteratively tested interfaces to ensure
simplicity and accessibility. Similarly, Mexico’s digital birth certificate platform used
journey mapping to address rural citizens’ challenges, like limited internet access,
resulting in a mobile-friendly system with offline options.

These examples highlight the importance of tools like user personas, journey mapping,
and usability testing to align services with real-world needs, ensuring they are intuitive
and effective for all.
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Accessibility

Accessibility and inclusion are non-negotiable in government UX, as services must be
usable by everyone, from those with disabilities to those with low digital literacy.

Canada’s COVID Alert app, launched during the pandemic, exemplified this by
incorporating screen reader compatibility and multilingual support, ensuring equal
participation in a public health crisis. Indonesia’s digital services took a similar
approach, simplifying interfaces to accommodate users with limited digital skills.

To achieve this, governments must adhere to standards like WCAG 2.1, conduct
accessibility audits, and engage with communities, such as disability advocacy groups,
to refine designs. Automated tools like WAVE and manual testing with assistive
technologies can further ensure compliance, creating services that leave no one behind.

Simplicity and clarity are equally critical, as complex interfaces or jargon-heavy
language can alienate users and erode trust. The UK’s GovWifi project addressed this
by replacing fragmented, department-specific Wi-Fi systems with a single, streamlined
login process, improving adoption across government buildings with clear instructions
and minimal steps.

Content Design

GDS’s content design standards, which emphasize short sentences and plain language,
further exemplify this approach, as seen in GOV.UK’s user-friendly interfaces.
Techniques like progressive disclosure, where information is revealed only as needed,
help reduce cognitive load, making services more approachable for diverse populations.

Building trust through transparency and security is another cornerstone of government
UX, particularly given public concerns about data privacy. Canada’s COVID Alert app
gained widespread adoption by prioritizing privacy through decentralized data storage
and clear communication about data usage, reassuring users during a crisis.

Similarly, GOV.UK One Login used open APIs and transparent security protocols, like
multi-factor authentication, to build confidence. Governments can reinforce trust by
incorporating clear privacy policies, secure authentication methods, and regular user
feedback loops, as seen in GovWifi’s alignment with National Cyber Security Centre
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standards. These measures ensure citizens feel safe and valued when interacting with
digital services.

Agile Development

Iterative design, supported by agile methodologies, allows governments to refine
services based on user feedback and evolving needs. GovWifi’s journey from a failed
beta assessment to success within six months demonstrates the power of rapid
iteration, with GDS incorporating user insights to address gaps.

Mexico’s birth certificate platform similarly used agile sprints to test and scale features
across regions. Governments can adopt agile UX workflows, such as sprint-based
prototyping with tools like Figma or A/B testing, to ensure services remain responsive.

Continuous feedback mechanisms, like in-app surveys or citizen forums, as used in
Indonesia’s digital services, further enable iterative improvements, addressing
challenges like rural connectivity gaps.

Despite these opportunities, government UX faces challenges, including bureaucratic
resistance, legacy systems, and the digital divide.

Engaging stakeholders

Engaging stakeholders early, as in GovWifi, and using modular design to integrate with
legacy systems can overcome resistance, while multi-channel access (e.g., web,
mobile, SMS) ensures inclusivity, as seen in Mexico’s platform. Balancing security with
usability requires transparent measures and intuitive authentication, as demonstrated by
GOV.UK One Login.

Practical tools like Google Forms for surveys, Miro for journey mapping, or Adobe XD
for prototyping can support these efforts, enabling governments to design services that
are both functional and user-friendly.

By prioritizing user-centered design, accessibility, simplicity, trust, and iteration,
governments can create digital services that empower citizens and strengthen public
trust. The success of GOV.UK One Login, Canada’s COVID Alert app, and Mexico’s

DigitalGov.network | 18



https://digitalgov.network/

digital birth certificates illustrates how UX principles translate into tangible impact, from
reducing login friction to improving access in underserved regions. This chapter equips
readers with frameworks and lessons to design services that are not only efficient but
also inclusive and transformative, paving the way for a citizen-centric digital future.
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Accessibility Standards and Tools
for Inclusive Government Digital
Services

Accessibility is a fundamental pillar of user experience (UX) design for government
digital services, ensuring that all citizens, regardless of physical, cognitive, or
socio-economic barriers, can access and use public platforms effectively.

In the public sector, where services must serve diverse populations—including those
with disabilities, low digital literacy, or limited access to technology—adhering to robust
accessibility standards is not just a legal obligation but a moral imperative.

By embedding accessibility into the design process, governments can foster equity,
build trust, and deliver services that leave no one behind.

This section explores key accessibility standards, such as the Web Content Accessibility
Guidelines (WCAG) 2.1, and practical tools that governments can use to implement
them, drawing on real-world examples like Canada’s COVID Alert app and the UK’s
GOV.UK One Login to illustrate their impact.

WCAG

The cornerstone of digital accessibility is WCAG 2.1, an internationally recognized
standard developed by the World Wide Web Consortium (W3C) to ensure web content
is perceivable, operable, understandable, and robust for all users. WCAG 2.1 provides
specific guidelines, such as ensuring sufficient color contrast for visually impaired users
or providing text alternatives for non-text content like images.

For instance, Canada’s COVID Alert app, launched in 2020, adhered to WCAG 2.1 by
incorporating screen reader compatibility and multilingual support, enabling users with
visual impairments or limited English proficiency to receive critical public health
notifications. Similarly, the UK’'s GOV.UK One Login system prioritized high-contrast
modes and keyboard-navigable interfaces, ensuring accessibility for users with motor or
visual disabilities. By aligning with WCAG 2.1, these services not only met legal
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requirements but also expanded their reach, demonstrating how accessibility standards
enhance inclusivity in high-stakes contexts.

Implementing accessibility standards requires a combination of automated tools and
manual testing to identify and address barriers.

Testing Tools

Automated tools like WAVE or Lighthouse, which integrate with browsers to scan
websites for WCAG compliance, are invaluable for detecting issues such as missing alt
text or insufficient color contrast.

For example, Mexico’s digital birth certificate platform used automated accessibility
checkers during development to ensure mobile-friendly interfaces were usable by rural
citizens, including those with low-end devices or intermittent connectivity. However,
automated tools alone are insufficient, as they may miss nuanced issues like confusing
navigation for users with cognitive disabilities.

Manual testing, including usability sessions with assistive technologies like JAWS or
VoiceOver, was critical in Indonesia’s digital services project, where simplified interfaces
were refined based on feedback from users with low digital literacy. Combining these
approaches ensures comprehensive accessibility, addressing both technical and
human-centered challenges.

Engaging directly with diverse communities is another essential strategy for ensuring
accessibility, as it provides insights that automated tools cannot capture.

User Groups

During the development of GOV.UK One Login, the UK’s Government Digital Service
(GDS) collaborated with disability advocacy groups to conduct user testing, identifying
barriers such as complex authentication processes for users with cognitive impairments.
This engagement led to streamlined interfaces and clear instructions, making the
platform more inclusive.
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Similarly, Canada’s COVID Alert app involved community feedback to ensure
multilingual support addressed the needs of non-English-speaking populations.
Governments can facilitate such engagement through workshops, focus groups, or
partnerships with organizations representing marginalized groups, ensuring services
reflect real-world needs and build public trust.

Beyond WCAG 2.1, governments must consider additional accessibility challenges
unique to their contexts, such as digital divides or cultural diversity.

Mexico’s digital birth certificate platform tackled this by offering offline access via SMS,
accommodating users in rural areas with limited internet connectivity. This approach
highlights the importance of multi-channel service delivery, ensuring accessibility for
those without smartphones or reliable internet.

Capturing Feedback

Tools like Google Forms can support this process by collecting user feedback on
accessibility needs, while prototyping platforms like Figma allow designers to test
inclusive features, such as scalable fonts or voice-activated interfaces, before
deployment.

Indonesia’s digital services project further demonstrated this by iteratively refining
interfaces based on feedback from rural communities, ensuring usability for users with
low literacy or limited digital access.

Despite the clear benefits, implementing accessibility standards can face challenges,
including resource constraints, legacy systems, and lack of expertise. To overcome
these, governments can adopt modular design approaches, as seen in the UK’s
GovWifi project, which integrated accessibility features incrementally into existing
infrastructure.

Training teams in accessibility best practices, using resources like the W3C'’s
accessibility tutorials, can build capacity, while open-source tools like Axe Core reduce
costs by providing free WCAG compliance checks.

Additionally, legal and policy frameworks, such as Mexico’s reforms to support digital
transformation, can mandate accessibility compliance, ensuring long-term commitment.
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By addressing these challenges proactively, governments can embed accessibility into
the core of their digital services.

The impact of robust accessibility standards and tools is evident in the success of
projects like GOV.UK One Login, which reduced barriers to accessing government
services, and Canada’s COVID Alert app, which empowered diverse populations during
a crisis.

These examples underscore that accessibility is not a checkbox but a continuous
process of design, testing, and refinement. By leveraging standards like WCAG 2.1,
tools like WAVE and Lighthouse, and community engagement, governments can create
digital services that are truly inclusive, fostering equity and trust.

This section equips readers with the knowledge and tools to prioritize accessibility,
ensuring that government digital services serve every citizen effectively and equitably.
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Digital Inclusion Strategies for
Equitable Government Services

Digital inclusion is the foundation of equitable government services, ensuring that every
citizen, regardless of socio-economic status, geographic location, digital literacy, or
physical ability, can access and benefit from digital platforms.

In an era where technology underpins public service delivery, digital divides—driven by
limited internet access, low digital skills, or socio-cultural barriers—can exclude
vulnerable populations, deepening inequality.

Overcoming Digital Barriers

Governments must prioritize inclusion to fulfill their mandate of serving all citizens,
fostering trust and participation in the digital age.

This section explores strategies to achieve digital inclusion, drawing on examples like
Mexico’s digital birth certificate platform and Indonesia’s digital services to provide
actionable guidance for creating accessible, equitable, and impactful government digital
services.

A primary strategy for digital inclusion is designing services with diverse user needs at
the forefront, using human-centered design to address barriers faced by underserved
groups. Mexico’s digital birth certificate platform exemplifies this approach, recognizing
that rural citizens often lack reliable internet or smartphones.

By offering SMS-based access and simplified mobile interfaces, the platform enabled
users with low-end devices or intermittent connectivity to obtain essential documents.

Similarly, Indonesia’s digital services project conducted user research with rural
communities to create intuitive interfaces tailored for users with limited digital literacy.

These efforts highlight the importance of understanding user contexts through methods
like interviews, focus groups, and journey mapping, ensuring services are usable by
those at risk of exclusion, such as elderly citizens, low-income groups, or those in
remote areas.
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Multi-Channel Access

Providing multi-channel access is another critical strategy, allowing citizens to engage
with services through various platforms, such as web, mobile, SMS, or even in-person
kiosks.

This approach was pivotal in Mexico’s birth certificate initiative, where SMS and offline
options bridged the gap for rural users without consistent internet access. Canada’s
COVID Alert app also embraced multi-channel principles by supporting both
smartphone apps and web-based notifications, ensuring broader reach during a public
health crisis.

Governments can implement multi-channel strategies by leveraging tools like Twilio for
SMS integration or developing responsive web designs that adapt to low-bandwidth
environments. These solutions ensure that digital services are not limited to tech-savvy
or urban populations, promoting equitable access across diverse regions and
demographics.

Building digital literacy and capacity is essential to empower citizens to use digital
services confidently. Indonesia’s digital public services initiative paired its platform
rollout with community training programs, teaching rural users how to navigate tax or
benefits systems online.

This approach not only increased adoption but also fostered trust by demystifying
technology for low-literacy users. Governments can adopt similar strategies by
partnering with local organizations, such as libraries or community centers, to offer
digital skills workshops.

Tools like Google’s Digital Literacy Framework or open-source platforms like Moodle
can support these efforts, providing scalable resources for training. By investing in
digital literacy, governments ensure that inclusion extends beyond access to active
participation, enabling citizens to engage meaningfully with services.

Engaging communities directly in the design process is a powerful way to ensure
inclusion, as it surfaces unique needs that might otherwise be overlooked. The UK’s
GOV.UK One Login project collaborated with disability advocacy groups and
non-English-speaking communities to refine its single sign-on system, resulting in
features like multilingual support and screen reader compatibility. This engagement

DigitalGov.network | 25



https://digitalgov.network/

ensured the platform was accessible to users with visual impairments or language
barriers, reducing exclusion.

Co-Design Workshops

Governments can facilitate such collaboration through participatory design workshops
or co-creation sessions, using tools like Miro for virtual brainstorming or Qualtrics for
collecting community feedback. By involving marginalized groups, such as people with
disabilities or indigenous populations, governments can design services that reflect
real-world diversity and build public trust.

Addressing infrastructure gaps is a critical yet often overlooked aspect of digital
inclusion, particularly in regions with limited connectivity or device ownership. Mexico’s
digital transformation strategy included investments in rural internet infrastructure
alongside its birth certificate platform, ensuring that digital services were not confined to
urban centers.

Similarly, Indonesia’s digital services project phased its rollout to prioritize areas with
emerging connectivity, coupling platform development with government-led broadband
expansion.

Governments can leverage partnerships with private telecom providers or initiatives like
Starlink to extend connectivity, while tools like low-data apps or progressive web apps
(PWAs) ensure services function in low-bandwidth environments. These efforts are vital
to closing digital divides and making services truly universal.

Despite these strategies, achieving digital inclusion faces challenges, including resource
constraints, bureaucratic resistance, and cultural barriers. The success of Canada’s
COVID Alert app, which reached millions through accessible design and clear privacy
communication, shows that agile development and stakeholder engagement can
overcome such hurdles.

Governments can address resource limitations by adopting open-source tools like
Drupal for accessible web development or leveraging free analytics platforms like
Google Analytics to monitor user engagement and identify exclusion points.
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Legal and policy reforms, as seen in Mexico’s digital transformation framework, can
further institutionalize inclusion by mandating accessibility and funding infrastructure
improvements. By tackling these challenges proactively, governments can ensure that
digital inclusion is sustainable and scalable.

Digital Inclusion as a Function of Digital Service
Design

Digital inclusion, in the context of digital service design, refers to the intentional and
systematic approach to creating digital services, platforms, and products that are
accessible, usable, and valuable to all individuals, regardless of their socioeconomic
status, physical or cognitive abilities, geographic location, or digital literacy levels.

It ensures equitable participation in the digital world by addressing barriers to access,
skills, and engagement as an integral part of the design process.

Definition and Relationship

Digital inclusion as a function of digital service design can be defined as the practice of
embedding principles of accessibility, usability, affordability, and cultural relevance into
the design, development, and delivery of digital services to empower diverse user
groups.

It involves anticipating and mitigating exclusionary factors—such as lack of internet
access, limited digital skills, or disabilities—through user-centered design
methodologies.

In this context, digital service design is the process of creating digital products or
services (e.g., websites, apps, or online platforms) that meet user needs through
iterative research, prototyping, testing, and implementation. Digital inclusion is a core
outcome and guiding principle of this process, ensuring that services are not only
functional but also equitable and inclusive.

Key Components of Digital Inclusion in Digital Service Design
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Accessibility:

e Designing services that comply with standards like the Web Content
Accessibility Guidelines (WCAG), ensuring compatibility with assistive
technologies (e.g., screen readers) for users with disabilities.

e Example: Incorporating high-contrast visuals, text-to-speech options, and
keyboard navigation for users with visual or motor impairments.

Affordability:

e Considering cost barriers by designing services that are low-bandwidth or
compatible with low-cost devices, and advocating for affordable
connectivity options.

e Example: Optimizing a service to function on basic smartphones or with
minimal data usage to reach low-income users.

Usability:

e Creating intuitive interfaces with clear language, minimal complexity, and
support for users with varying digital literacy levels.

e Example: Using plain language and visual cues in a government service
portal to assist first-time or low-literacy users.

Cultural and Contextual Relevance:

e Tailoring content and design to reflect diverse cultural, linguistic, and
regional needs, ensuring services resonate with local communities.

e Example: Offering multilingual interfaces or culturally appropriate imagery
in a health app to engage minority groups.

Digital Skills Enablement:

e Integrating tutorials, help features, or links to training resources within the
service to support users with limited digital experience.

e Example: Embedding a “how-to” guide in an app like Scotland’s By My
Side harm reduction tool to teach users basic navigation.

Stakeholder Collaboration:

e [Engaging diverse user groups, community organizations, and experts
during the design process to identify and address inclusion barriers.

e Example: Co-designing a digital service with input from marginalized
groups, as seen in Scotland’s Digital Lifelines initiative, which involved
people who use drugs.
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How Digital Inclusion Functions Within Digital Service Design

e User Research: Conducting inclusive research to understand the needs,
barriers, and preferences of diverse user groups, including those with low digital
literacy, disabilities, or limited access.

e Prototyping and Testing: Iteratively testing designs with underrepresented
users to ensure functionality across different devices, connectivity levels, and
user capabilities.

e lterative Feedback: Incorporating continuous user feedback to refine services,
ensuring they remain inclusive as technologies and user needs evolve.

e Policy Alignment: Aligning with broader digital inclusion goals, such as those in
programs like Connecting Scotland or the EU’s Digital Decade, to support
systemic change.

Practical Example

In the Scottish Government’s Digital Lifelines Scotland initiative, digital inclusion is a
core function of the service design process. The By My Side app, developed as part of
the initiative, was designed with input from people who use drugs to ensure relevance

and usability.

It incorporates low-bandwidth functionality, simple navigation, and harm reduction
resources, making it accessible to users with limited digital skills or devices. The app’s
design also considers connectivity challenges by providing offline features, aligning with
the initiative’s goal of reducing drug-related harm through inclusive digital access.

Outcome

By embedding digital inclusion into digital service design, services become more
equitable, reaching underserved populations and reducing the digital divide. This
approach not only enhances user engagement but also supports broader social
outcomes, such as improved health, education, and economic opportunities.
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Conclusion

The impact of digital inclusion strategies is evident in the success of projects like
GOV.UK One Login, which streamlined access for diverse populations, and Mexico’s
birth certificate platform, which empowered rural citizens with essential services. These
examples demonstrate that inclusion is not a one-time effort but a continuous
commitment to understanding and addressing citizen needs.

By prioritizing human-centered design, multi-channel access, digital literacy, community
engagement, and infrastructure investment, governments can create digital services
that are equitable and transformative. This section equips readers with practical
strategies and tools to bridge digital divides, ensuring that government services are
accessible to all, fostering a more inclusive digital future.
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