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FOREWORD

Public services are universal. They touch all of our lives; from when we are born,
to the time we die. They educate our children and care for our sick. Their role is
to help when we need it most.

Public services ought to be the best services in society. They should meet our
needs proactively and work well for everyone.

Contrary to popular belief, this is possible. There is a growing movement with
governments focussing on people’s experience when using public services.
Government teams are working to create services that bring the user into the
heart of the design process. To strip out or hide complexity. To do the hard work
to make it simple. This reduces costs, while making people happier.

At Oxford Insights we believe passionately in making services better for every-
one. We want to shine a spotlight on the hard work that is being done around
the world. This is so we can show what is possible, to allow countries to see how
they stack up against their peers, and to highlight what is yet to do.

We hope that this work serves as a useful resource for the human-centred de-
sign community and look forward to collaborating on future iterations.

Richard Stirling
CEOQ, Oxford Insights
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- XECUTIVE SUMMARY

Towards a human-centred vision for public services.

From registering a birth, to getting social security support, or applying for a
driving licence, we all use public services in our everyday lives. People rarely
choose to use public services, but are rather driven towards them by circum-
stance and necessity. Unlike the private sector, people often have no alter-
native but to use government services even if they find a service difficult or
impossible to access and use.

Badly designed public services are particularly damaging for the people who
need government support the most. They are also often more expensive to
build than a well designed equivalent, and in future require public servants to
expend more time and effort maintaining them. In short, when public services
are badly designed, they cause problems for everyone.

We believe that well designed public services are human-centric. This means
that they work well for everyone, and do so because they are based on a deep
understanding of people’s needs. Human centric services require careful de-
sign. Throughout this design process, governments need to proactively engage
with users to ensure that services are easy to use, easy to access, reliable and
effectively deliver their promised outcomes.

This Index looks to measure the extent to which the impacts and key princi-
ples of human-centred design are evident in 30 countries’ public services. It
lets countries see where they stand when it comes to delivering human-centric
services, and judge their relative strengths and weaknesses. We also celebrate
success where we find it, highlighting examples of effective human-centred
design in practice, in the hope that others can learn from what has worked well
elsewhere. Although not the final word on human centred-design, the Index is
the start of a conversation about how to embed human-centred design in pub-
lic service delivery.

The Index consists of 22 indicators drawn from a combination of secondary
datasets and primary research into each government’s public service web pag-
es. Perhaps the Index’s most novel contribution is a new global user perception
survey which reached almost 10,000 respondents worldwide. By asking people
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in each country how they feel about the public services that they use, the In-
dex places users at the centre of its framework, striking a balance between
indicators based on data and desk research and indicators that reflect people’s
perceptions of those services.

Results

Circles towards the left have higher scores
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The Index was topped by a pack of three leading countries in human-centred
public service design, separated by only small margins in their scores. The Unit-
ed Arab Emirates came in 1st, followed by Singapore (2nd), and Finland (3rd).
This leading pack was separated by a significant margin from Canada (4th), the
United Kingdom (5th), and Uruguay (6th).

As the top six countries demonstrate, success in public service design is geo-
graphically spread quite broadly. Human-centred design is not unique to a
particular region, but is working its way onto government agendas around the
world.

However, index rankings themselves will never tell the full story. To develop a
deeper understanding of the stories behind the scores, we worked with five
regional experts who provided further qualitative insight into the state of hu-
man-centred design practices of governments in each region. Experts empha-
sised how political will was a key driver of success. For example, countries
with a strong vision for HCD that is driven from the centre of government, such
as Rwanda and Uruguay, were able to defy trends that linked GDP per capita
with higher rankings at a regional and global level.

Our survey also lays bare shortcomings in the way public services are provid-
ed around the world. Two stand out as particularly stark. Firstly, people who
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self-identified as having a disability gave lower satisfaction ratings to pub-
lic services by an average of 4 percentage points—even in some of the high-
est performing countries in the Index. Secondly, we also found that only 64%
of respondents across all countries felt that public services meet their key
priorities.

For countries that placed highly in the Index rankings, is the Index still a useful
resource? Our survey results point to areas for possible improvement. Accord-
ing to service users worldwide, if governments are to provide effective services
which work for everyone then they should commit to higher accessibility and
inclusion standards, and must work more closely with their residents to prop-
erly understand and design for users' priorities. The Index acts as a clarion call
to governments to continue improving the quality of their public services. To
do so, they should emulate and learn from the best of human-centred design in
the public and private sector internationally.

What's next?

This Index is the start of a process which we hope to develop and improve in
future iterations. In the next version of the Index, we would plan to broaden the
scope of focus countries, which was capped at 30 this year.

Any future iterations of the Index would also seek to improve the coverage of
our survey, using boosted sampling techniques to allow us to provide a coun-
try-by-country breakdown of the quality of service received by women, par-
ticular age groups and people with disabilities. For instance, having more data
on how easily people in these demographic groups find it to access services,
would allow us to improve the quality of our Accessibility and Inclusion pillar,
which is currently largely based on data from primary research on public ser-
vice webpages.

There are a number of trade offs associated with our methodology which are
detailed in this report. We are open to suggestions as to how we might improve
our ranking framework for future research, and committed to continuously im-
proving our approach to this work.

Thanks

Finally, we wanted to thank everyone who contributed and offered their time to
speak with us about human-centred design, or engaged with our work online.

We are enormously grateful for the contributions which have helped to shape this

piece, and would like to invite anyone else who would like to discuss the Index to
getintouch on research@oxfordinsights.com.
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INTRODUCTION

When we interact with governments in our
daily lives, we're likely to be doing so through
a public service. As Lou Downe notes in
Good Services, there are a number of long
and complicated definitions outlining what
constitutes a service, but, put simply, a ser-
vice is “something that helps someone to do
something”.! When it comes to government,
this can range from transactional services,
like applying for a driving licence, to services
involving a wider range of government net-
works, like applying for social security or as-
sisted housing.

Across this spectrum, public services need
to be empathetically designed to meet a
variety of needs if they are to serve people
effectively. Public service designers need
to proactively engage with users to en-
sure that services are easy to use, easy
to access, reliable and deliver upon their
promised outcomes. Driven by these core
principles, the Human-Centred Public Ser-
vices Index ranks 30 countries around the
world in terms of their performance in cre-
ating public services that work well for the
people using them.

In doing so, the Index gives governments a
broad understanding of how they are per-
forming in terms of human-centred design,
and where further progress could be made.
It also includes an analysis of the state of
human-centred service design in the public

sector internationally, providing case stud-
ies across different regions which illustrate
the importance of various elements of hu-
man-centred design in practice.

Perhaps the Index's most novel contribu-
tion is a survey conducted with just under
10,000 user participants across the 30 fo-
cus countries. The survey assesses peo-
ple’s perceptions of public services in their
country of residence, with results contrib-
uting to countries’ rankings. With the ad-
ditional inclusion of desk-research based
and secondary data, the Index also analyses
how people’s actual experiences of public
services relate to other metrics for success
in human-centred design.

The meaning of human-centred design dif-
fers between international contexts, accord-
ing to the varying needs and circumstances
of different populations. This makes mea-
suring successful design across countries
a difficult endeavour. Whilst acknowledging
the challenges associated with an interna-
tional analysis, we have taken care to build
the Index upon a set of indicators that we
argue are internationally representative of
successfully human-centric service design.
We assign higher weighting to survey-based
indicators, so that service users them-
selves are at the heart of our methodological
framework.

1 LouDowne, Good Services, (Amsterdam: BIS Publishers B.V., 2020)

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022



Finally, whilst we believe human-centred
design (HCD) practices and the quality of
services overall are closely linked, the In-
dex does not attempt to measure objective
service quality in specific sectors, such as
public health, education, social security or
utility services. This is largely because the
way these services are delivered interna-
tionally varies significantly, complicating
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direct comparison. Therefore, the Index
rankings cannot and should not be under-
stood as illustrative of the overall quality of
public services in a country. Instead, rank-
ings assess the extent to which principles of
human-centric design are evident in a coun-
try’s government services and practices.
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The International Standards Organisation de-
fines human-centred design as an approach
which prioritises “human well-being, user
satisfaction, accessibility and sustainabili-
ty; and counteracts possible adverse effects
of use on human health, safety and perfor-
mance”.? For IDEO, a global design agency
which has championed HCD for decades, this
is achieved first by “cultivating deep empa-
thy” with users, and then generating ideas
and sharing findings, before putting a new
solution into the world.?

These values of engagement, user satisfac-
tion, accessibility and service security are
some of the key components of human-cen-
tred design which this Index looks to mea-
sure. They are the basis of the Index’s
thematic pillars, which we introduce in the
report’s methodology, below.

However, both definitions of human-centred
design also raise a question; who are the ‘hu-
mans’ which HCD looks to serve? Following
Lou Downe’s ideas in Good Services, we can
identify three types of beneficiaries;

- RSTAND

NG

-NTR

1. Service users

Services need to work for a potentially
wide range of people. People should be
able to find, navigate and complete a ser-
vice in the minimum amount of time and
with the minimum effort possible. They
should know what is expected of them
before starting the process so that they
can make an informed decision about
whether the service is right for them.
They should receive tailored, person-
alised support if they need it.

2. Service providers

Services also need to work for service
providers in government — they need to
be cost effective and efficient to run.
This requirement should not be priori-
tised over the needs of the first group,
service users. Nonetheless, services that
are inefficient or overly expensive to run
negatively impact delivery teams and ser-
vice users, who ultimately pay for them
through taxes.

2 ‘Ergonomics of Human-System Interaction — Part 210: Human-Centred Design for Interactive Systems’,
International Organization for Standardization, accessed 19 July 2022,
https://www.iso.org/obp/ui/#iso:std:is0:9241:-210:ed-2:v1:en

3 'Design Thinking Frequently Asked Questions (FAQ), IDEO | Design Thinking, accessed 11 September 2022,
https://designthinking.ideo.com/fag/whats-the-difference-between-human-centered-design-and-design-thinking
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3. Society as a whole

Services need to benefit not just individ-
ual users but also society as a collective.
Badly designed services can cause signif-
icant societal harm in a number of ways,
by excluding vulnerable people, for exam-
ple, or by contributing to the destruction
of the environment.*

It is worth highlighting the importance of
environmental concerns on this list. Many
of the experts we spoke to stressed that it
is crucial that public services are not mate-
rial blind, or damaging to the environment.
One expert in particular emphasised that we
need a new paradigm for human-centred de-
sign, which takes away the focus away from
individual priorities, and centres the collec-
tive and environmental needs that the world
is facing in the light of the climate crisis and
geopolitical instability.

We share the view that public services need
to be designed with respect for the envi-
ronment and to serve society as a whole.
In this Index, however, we have particular-
ly focussed on the extent to which services

4 Downe, Good Services
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work for service users. This is due to prac-
tical constraints. We concluded that desk
research and secondary datasets would be
insufficient to paint a meaningful picture of
services' broader ethical impacts on society
beyond the sum of individual experiences,
since these impacts are likely to be more
nuanced and best considered qualitatively.
Within the time available for this iteration, it
was also not feasible to directly engage with
civil servants from all 30 countries to assess
how well services work for those people that
run them.

Whilst participatory design processes
which involve users and prioritise respond-
ing to their feedback are fundamental to
ensuring that services work for their users,
the Index also does not directly measure the
extent to which countries commit to specif-
ic design practices such as user research
sessions or co-design. Instead, we decided
to prioritise measuring the impacts of hu-
man-centred design practices. We discuss
thisin further detail in the trade offs section
of the methodology.
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Note on terminology:

human-centred vs. user-centred design

Whilst the Index refers to human-centred
design, we recognise the parallels between
HCD and another common term, user-cen-
tred design, or UCD. UCD was first popu-
larised in the 1980s in reference to design
practices which simplify a product or ser-
vice, make its intended functions obvious to
users, and emphasise the connections be-
tween users’ actions and intended results.®
Like human-centred design, user-centred
design promotes the involvement of users
in the design process, through periodic user
research sessions, for example.

Despite the alignment between the two
terms in meaning, in the early stages of pro-
ducing this Index we encountered some re-
sistance to the term ‘user-centred design".
Referring to ‘users’ risks creating a limited
understanding of service audiences, reduc-
ing their identities to the specific ways in
which they interact with products and ser-
vices.® To quote Allie Jehle on the topic, in
this sense, users become “single heads in-
teracting with a product”’, and the fact that
they are also “human beings, with complex
identities and needs outside of their interac-
tion with a service is minimised.”

Whilst problems with the word ‘user’ might
seem largely semantic, we nonetheless
chose to use human-centred design to re-
flect our belief that public services should
be built to meet the needs of human beings,
and not just in the narrow sense of their
being users of a service. Referring to hu-
man-centred design also allows for the fact
that the beneficiaries and users of a service
might not be the same people; for instance,
a parent applying for a child’'s passport. Hu-
man centred services should work for both
direct users and other beneficiaries.

We do refer to ‘users’ in cases where linguis-
tic alternatives are overly complicated—for
instance, we refer to the ‘user needs’ of a
service, as opposed to ‘the needs of people
who use or benefit from a service'. Ultimate-
ly, however, we understand ‘users’to be more
than simply the consumers of a service, but
human beings with complex lives and needs,
which need to be accounted for in success-
ful service design.

5 Donald A. Norman, User-Centered System Design: New Perspectives on Human-Computer Interaction (Hillsdale:

LEA, 1986).

6 Jehle, Allie, 'Why | Hate The U-Word', UX Magazine, June 30,2020,

https://uxmag.com/articles/why-i-hate-the-u-word
7 Ibid.
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This section presentes a brief overview of
the methodology behind the Index. For an
in-depth discussion of our methodology, see
the Annex.

Summary of the Index
development process

To create this Index, we:

Engaged in informal conversations with
international experts in service design,
to establish a set of internationally appli-
cable principles of human-centred design

Developed and shared a theory of change,
which details how resources invested into
human-centred design by governments
can translate into positive impacts for ser-
vice users®

Designed, iterated, and revised a research
framework. In total, we drafted 10 versions
of the framework

- THODOLOGY

« Designed an international survey, launched
across 30 countries, to answer the overar-
ching question: how satisfied are residents
with the design and delivery of the public
services offered by their country?

« Conducted in-depth interviews with re-
gional experts to help inform our qual-
itative analysis of the regions and case
studies

The Index at a glance

The Index breaks down into five pillars, all of
which contribute to answering an overarch-
ing research question: to what extent are
principles of human-centred design evident
in a country’s public services?. Each pillar
chosen represents a fundamental element
of human-centred design.

Our pillars, and a high level description of the
indicators that underpin them, are detailed
in the following table:

Our theory of change is available to view here: https://miro.com/app/board/uXjVPfj9GUg=/ . Our theory of change

addresses the steps governments can take to design and deliver more human-centred public services, and the
short and long-term impacts of having public services that are human-centric. For a good description of what a
theory of change is and its value, please see: https://www.nesta.org.uk/toolkit/theory-change/

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022
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Exam question: To what extent are principles of human-centred design evident in a government’s public services?

Service experience

As a...user of
government services

I need ... services that
are quick, easy and
seamless for me to
access and use

So that ... | can have
the best experience
possible using them.

Overall satisfaction
with service (survey):
How happy are people
with their most recent
experience with a
public service?

Ease of use (survey):
How easy do people feel
their country’s public
services are to use?

Time/efficiency
(survey): How happy
are people with the
time it took to complete
the most recent public
service they used?

Clarity of information
(survey): How clear
do people feel the
information about
their country’s public
services are?

Clarity of information
- purpose (primary
research): How clear
are government
information pages
about the purpose of a
service?

Clarity of information
- user expectations
(primary research):
How clear are
government
information pages
about what users need
to complete a service?

Pillars (key principles of HCD)

Accessibility and inclusion

25%

As a ... user of government
services

I need ... services that are
easy to access, use and
complete for everyone

So that ... | can easily find
services, and access them
via the channel that best
works for me.

Accessibility (survey
result): How easy is it for
people with accessibility
needs to access and use
services in a given country?

Accessibility (primary
research): Are the
information pages about
government services
designed to be accessible
to people with accessibility
needs?

SEO (primary research): Do
the information pages about
public services follow basic
search engine optimisation
advice?®

Mobile service access
(primary research): Do
information pages about
government services
pass the Core Web Vitals
assessment on mobile
phones?

Alternative routes (primary
research): Do governments
offer more than one way to
complete a service end to
end?

Help and support (primary
research): Do governments
offer a working phone
number so people can
receive tailored help with
public services?

Ease of access (survey):
How easy do people feel
their country’s public
services are to access?

Public engagement

Percentage of total score

10%
User need

Asa ... user of
government services

I need ... my government
to engage with users
when designing and
delivering public services

Sothat ... services are
designed and delivered
with an understanding of
my needs.

Indicators

E-participation index
(secondary data):

To what extent do
governments use online
services to facilitate
provision of information
by governments to
citizens (e-information
sharing), interaction
with stakeholders
(e-consultation),

and engagement

in decision-making
processes (e-decision
making)?

Feedback channels
(primary research):
Do governments offer
a channel for service
users to submit written
feedback or leave
complaints?

Trust in service
provider (survey): To
what extent do people
trust the government
organisation providing
them with a service?

Government effec-

tiveness

10%

Asa ... user of
government services

I need ... services that
actually deliver on
the outcomes they
promise

So that ... | can get the
results from services
that | need.

Outcome delivery
(survey): Do people
feel as though the
most recent public
service they used
in their country
delivered on the
promised outcome?

Government
effectiveness
(secondary data):
How do people in
agiven country
perceive the quality
of public services,
the quality of the
civil service and
the degree of its
independence from
political pressures,
the quality of policy
formulation and
implementation,
and the credibility
of the government’s
commitment to such
policies?

As a ... user of government
services

I need ... my government to
have robust technical and
legal infrastructure

So that ... my personal data
is protected and online
public services work well
and consistently for me.

Data protection legislation
(secondary data): Have
countries enacted or are
drafting data protection
legislation?

Cybersecurity (secondary
data): How prepared are
countries to prevent cyber
threats and manage cyber
incidents?

Government system
technical maturity
(secondary data): How
robust are a government’s
core systems including cloud,
interoperability platforms,
enterprise architecture,
open-source solutions, and
disruptive technologies?

Service integration (desk
research): Do countries
offer a single login system
to access multiple online
public services?

Technical best practices
(primary research): Do
information pages about
government services follow
technical best practices?

Cybercrime legislation
(secondary data): Have
countries enacted or
are drafting cybercrime
legislation?

Electronic transactions
legislation (secondary
data): Have countries
enacted or are drafting
electronic transactions
legislation?

9 Tomeasure SEOQ, Accessibility, Mobile accessibility and Technical best practices on service webpages we used
Web.dev. This decision was inspired by work carried out at Public Digital to rethink the European Commission’s
Annual eGovernment benchmark. See ‘Rethinking the Benchmark: Improving How Digital Public Services Are
Compared across Countries — Public Digital’, accessed 11 September 2022, https://public.digital/2022/04/04/
rethinking-the-benchmark-improving-how-digital-public-services-are-compared-across-countries.

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

14


https://public.digital/2022/04/04/rethinking-the-benchmark-improving-how-digital-public-services-are-compared-across-countries
https://public.digital/2022/04/04/rethinking-the-benchmark-improving-how-digital-public-services-are-compared-across-countries

We acknowledge that there may be other
valid conceptions of human-centred design
for public services, and that there are fac-
ets of good service design that our pillars
do not capture. In future iterations of this
Index we are open to further developing our
conception of HCD, but are confident that
the framework at present encapsulates key
components relevant to public service pro-
vision as discussed with experts.

Similarly, pillars are not mutually exclusive.
Some indicators could reasonably be placed
under more than one pillar. For instance, an
indicator like Service Integration, which mea-
sures whether multiple public services can
be digitally accessed from a single log in, im-
pacts upon service experience, but is instead
placed under Technical Foundations, given
the technical architecture needed to support
single sign-on services. Ultimately the pillars
in the Index function as pragmatic groupings,
which help to support the Index’s analysis by
drawing attention to countries’ performance
in key areas.

Indicators

Each pillar is made up of a combination of
three types of indicators:

1. Firstly, survey indicators draw upon the
results of a novel user perception survey
conducted by Whyb research across all 30
countries.

2. Secondary dataset indicators are drawn
from other indices, such as the UN e-Par-
ticipation Index and the World Bank's
Worldwide Governance Indicators, among
others.

3. Finally a number of primary research indi-
cators draw upon data collected on a sam-
ple of three service web pages per country
through desk research conducted by the

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

team developing the Index. We chose to
assess basic transactional services, which
were most likely to be accessible across
varying international contexts. These in-
clude applying for a passport, registering a
business, and registering a death.

More information on the indicators, and why
we chose to include them, can be found in
the Annex.

Trade offs

Whilst we have taken a careful and collab-
orative approach to establish indicators
which we believe are representative of
successfully human-centric services inter-
nationally, the indicator selection process
is inevitably accompanied by a number of
trade-offs and limitations. Our main limita-
tions are detailed here.

- All of the indicators can only ever be
proxies for successful human-centric
design practices

With the exception of surveys, we based
most of our indicators on external assess-
ment techniques, such as desk research
which measures the quality of public ser-
vice information pages online. Given the
scope of the project, we were unable to
work with people in government in all 30
focus countries. As such, the Index does
not measure factors internal to govern-
ments, such as how many user research
sessions departments carry out, or wheth-
er or not there are multidisciplinary design
teamsin place.

We argue that this approach is justifi-
able, since this version of the Index looks
to measure the impacts of human-cen-
tred service design which should be ev-
ident in service experience. This Index
prioritises the user-facing benefits of
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human-centred service design. Whilst it
is reasonable to assume that the impacts
measured in this Index will be the results
of strong internal HCD practices - as de-
fined by our theory of change - this con-
nection is not explicitly evidenced by the
data collected in the Index.

There is no specific indicator for
political will or government commitment
to HCD

It was difficult to develop an indicator for
political will in a way which would have
been methodologically robust. Partly, this
is linked to the point above. We did ex-
plore the possibility of assessing political
will and vision through desk research into
whether countries had developed HCD
policies or strategies. In the tests of our
framework, however, we discovered that
this presented several methodological
challenges associated with the different
ways that governments define HCD and
publish their documents. We found that
it was a challenge to assess countries on
this directly, particularly given language
barriers.

To mitigate against this limitation, our
discussions with regional experts allowed
us to develop insight into qualitative mat-
ters unsuitable for quantitative indica-
tors, such as political will for HCD and the
existence (or lack thereof) of HCD vision
in each country. In this way we were still
able to explore the importance of political
will, and the results of this are presented
below in country and regional analysis.

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

Our methodology is somewhat digitally
skewed, in particular the indicators
based on desk research and secondary
datasets

For our indicators based on desk re-
search, we assessed the information
available online about specific, transac-
tional services available in each country.
This approach allowed us to analyse the
user experience of specific services in
each country. However, because we were
looking at only the information available
online, this approach arguably risks puni-
tive scoring for countries with lower lev-
els of digital development. Some of our
indicators based on secondary datasets
also have a digital skew.

To respond to this limitation, we
de-weighted the Technical Foundations
pillar which included most of the indica-
tors based on the strength of a country’s
digital infrastructure. We also included
indicators about the provision of offline
support, to mitigate against the digital
skew. Furthermore, the survey indicators,
which carry the highest weighting in the
Index, are also independent of whether
services are offered on digital platforms.

We believe that this approach creates
an appropriate balance between reward-
ing governments for good technological
practices, which are becoming increas-
ingly important for a number of services
users, and avoiding punishing govern-
ments which offer their services primarily
through offline routes.
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There are complexities associated with
conducting a cross-country survey

Our survey puts service users themselves
at the heart of the Index, reducing the risk
that our framework will impose external
standards on a country that are inappro-
priate to a national context. However, we
accept that survey participants across
different countries might respond differ-
ently to questions about their experience
of public services based on cultural con-
text, which could influence country per-
formance.

Drawing upon Whyb's years of experience
in running consumer surveys, we took
steps to mitigate against the influence of
these cultural differences. Firstly, whilst
the survey used a seven point scale which
is internationally recognisable to users,
we decided to calculate survey scores in
terms of the percentage of participantsin
each country which responded within the
top 3 boxes on the scale. This meant that
the survey focussed less on participants
specific responses (i.e. whether a partic-
ipant responded with 5 or 6 on the scale
- which is more likely to be influenced
by cultural norms) and more on whether
or not the respondent gave a positive or
negative response.

We also eliminated ‘straight liners’from the
results, such as respondents who gave the
maximum score for every question.

We did not have scope to do sector
specific public service assessments in
this work

The final trade off of this Index is that we
did not look to measure the quality of es-
sential, sector-specific services such as
a country’s public health services, public
education, or core infrastructural services

such as the provision of water or ener-
gy. In part, this is because the models for
providing such services vary significant-
ly internationally, complicating direct
comparison.”®

Also, in terms of scope, the Index specifi-
cally looks to measure the extent to which
principles of human-centred design are
evident in services, as opposed to the
quality of services overall. Whilst we be-
lieve that the quality of services overall
and the extent to which a government
prioritises the principles of human-cen-
tred design are linked, the Index does not
purport to give a strong indication of the
quality of government services per se.

User satisfaction is not necessarily
the best way to measure HCD for all
services

We acknowledge that user satisfaction is
not always the best metric for measuring
service quality. This can depend on the na-
ture of a service. After registering a death,
a user would be unlikely to say that the pro-
cess made them ‘happy’ or ‘satisfied’ but
they could still rate the service highly in
terms of clarity of information.

Because satisfaction can be an appro-
priate metric for some services, we did
include an overall satisfaction survey in-
dicator in our Service Experience pillar.
Yet acknowledging that this is limited for
some services, we also included anumber
of other survey based indicators, which
are more widely applicable and allowed
us to build a broader picture of overall ex-
perience. These included asking a user to
report on how easy the service was to use
or access, how clear information was, and
how long it took them to complete the
process.

10 Healthcare, for instance, is not provided by the state in all of the 30 focus countries.
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Country selection

One of the most important priorities that
guided the selection of countries for the In-
dex was global representation. Though in
this initial version of the Index we did not
have the resources to assess all countries,
we considered it essential to select a subset
of countries with sufficient geographic and
economic spread to allow for representative
global analysis. We decided that 30 countries
was the minimum number that would allow us
to have sufficient regional and economic di-
versity among the countries in the Index.

To ensure sufficient geographic spread, we
selected regions for analysis from The World
Bank's regional classifications." The regions
included in this Index are: Sub-Saharan Af-
rica, the Middle East and North Africa, Latin
America and the Caribbean, Asia Pacific ( in
which we combined the World Bank regions

of East Asia and the Pacific and South Asia),
Europe and North America.

Within each region, we selected 6 coun-
tries.”” We considered it important that with-
in each region we select countries across
the region’s economic spectrum. We divided
countries within each region into four cate-
gories based on GDP. We selected 3 coun-
tries per region with GDPs that were among
the top 25% in their region, two countries
with GDPs in the next 25% in their region,
and one country with a GDP in the lower 50%
of their region. Within these income groups,
we selected countries based on our own ex-
isting connections to local experts and the
team's ability to conduct research in the
country’s native language.

Countries selected to include in the Index:

Asia Pacific* f\lfl:;:aharan :r::dh:iliist
Africa

Singapore South Africa  UAE

Japan Nigeria Qatar

New Zealand Kenya Saudi Arabia

Indonesia Cameroon Oman

Malaysia Tanzania Jordan

India Rwanda Egypt

Latin

Americaand Europe Z:::‘ica
Caribbean

Uruguay Germany Canada
Chile Finland

Argentina United

Mexico Kingdom

Brazil Spain

Bolivia Moldova

1 ‘'WDI-The World By Income And Region’, The World Bank, 2022, https://datatopics.worldbank.org/world-
development-indicators/the-world-by-income-and-region.html

12 As we capped the number of countries being analysed at 30, we selected only 5 countries from the Europe region,
in order to allow us to include one country from the North America region for analysis.
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GLOBAL FINDINGS

Ranking Country Score
1 UAE 86.57
2 Singapore 86.37
3 Finland 856.35
4 Canada 80.18
5 United Kingdom 79.57
6 Uruguay 78.72
U New Zealand 76.63
8 Germany 76.44
9 Spain T4 44
10 Saudi Arabia 73.87
n Chile 73.56
12 Malaysia 73.37
13 Argentina 72.92
14 Qatar 72.47
15 Mexico 71.32
16 Oman 70.26
17 India 70.17
18 Moldova 69.75
19 Brazil 69.64
20 Kenya 66.94
21 Indonesia 66.42
22 Japan 65.42
23 Jordan 63.86
24 Rwanda 62.85
25 Eqgypt 59.85
26 South Africa 57.46
27 Nigeria 57.37
28 Bolivia 56.67
29 Tanzania 55.77
30 Cameroon 50.87

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022



Pillar scores

Overall

Circles towards the left have higher scores.
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Service Experience

Circles towards the left have higher scores.
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Accessibility and Inclusion

Circles towards the left have higher scores.

I T T T T T T T T T 1
100 90 80 70 60 50 40 30 20 10 0

Effectiveness

Circles towards the left have higher scores.
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Public Engagement

Circles towards the left have higher scores.
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Technical Foundations

Circles towards the left have higher scores.
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Leading the pack: UAE, Singapore
and Finland

The United Arab Emirates, Singapore, and
Finland emerged as the clear global leaders
in applying human-centred design princi-
ples to their public services. Whilst there is
clear distance between their performance
and those of the rest of the countries in the
Index, differences between their individu-
al overall scores are only marginal. Despite
their similar overall performance, the United
Arab Emirates, Singapore and Finland have
all forged their own paths to success in the
Index.

The UAE is considerably ahead of other
countries in the Service Experience pillar,
which assesses the extent to which services
are quick, easy and seamless to access and
use. The UAE particularly excels in the sur-
vey indicators, since residents reported
that they are very satisfied with the quality
of their public services and find them easy
to use, access and understand. Out of all of
the countries in the Index, the UAE actively
prioritises and measures happiness in their
programmes and services, so it is perhaps
unsurprising that they stand out as leaders
in terms of how human-centric their public
services are from a user perspective.”

Singapore tops in the Government Effective-
ness pillar, which is driven by the principle
that services should actually deliver on the
outcomes they promise. Survey responses
showed that people in Singapore felt strong-
ly that they get the outcomes that they need
from public services. When it comes to
overall government effectiveness - and the
extent to which public servants are able to
deliver upon policy goals - secondary data
from the World Bank demonstrates that

people in the country perceive the govern-
ment as highly effective more generally.

Finland does not come first in any pillar, but
performed the most consistently across all
areas of the Index. Finland’s score in the Ac-
cessibility and Inclusion pillar, where many
other countries performed more inconsis-
tently, is particularly strong, and a close
second to Canada. Indeed, Finland’s commit-
ment to accessibility on their government
pages can be seen in their detailed accessi-
bility statement, which includes an accessi-
bility feedback form where users can signal
any accessibility issues on their website.™

This leading pack of countries also top the
Public Engagement pillar, where scores fol-
low the same order as the overall ranking:
UAE first, followed by Singapore and then
Finland. This parallel suggests that co-de-
sign practices, engaging in user feedback,
and having the trust of service users are
particularly vital for countries to excel in ap-
plying HCD to their public services.

There is aregional spread of success

Out of the top 6 countries in the Index, five
regions are represented. This is partly linked
to our approach to country selection, which
encouraged a fair regional spread of perfor-
mance by ensuring that a range of low, high
and middle income countries from across
the world were included in the Index.

Nonetheless, the extent of the region-
al spread of success suggests that hu-
man-centred design capacity can be built
- and is being built - across a range of in-
ternational contexts. Most of the regions
in the Index have one country which stood
out in particular for its strength in applying

13 ‘Happiness’, UAE government, accessed 2 September 2022, https://u.ae/en/about-the-uae/the-uae-government/

government-of-future/happiness.

14 Accessibility Statement’, Finnish Government, accessed 2 September 2022, https://valtioneuvosto.fi/en/

accessibility-statement.
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principles of human-centred design to pub-
lic services. These included the United Arab
Emirates, Finland, Singapore, Canada and
Uruguay.

Sub Saharan Africa was the notable excep-
tion in this regard, none of the countries
from this region scored within the top half of
the rankings. Kenya was the regional leader,
ranked in 20th place.

Scores illustrate that HCD requires invest-
ment, but it can also be cost effective in
the longer term

Sub Saharan Africa’s lower regional perfor-
mance in the Index prompted us to consider
how GDP per capita might influence scores.
The group of countries we analysed in Sub
Saharan Africa have by far the lower average
GDP per capita out of all the regional groups
included in the Index.

It is clear that countries with a higher in-
come level are more likely to perform highly

in the Index, which likely accounts for Sub
Saharan Africa's lower performance. Coun-
tries which we classed as ‘high income’ for
their region based on World Bank income
groups are clustered in the top half on the
Index, whereas low to middle income coun-
tries are concentrated in the bottom quartile
of the ranking.

This correlationis unsurprising. Human-cen-
tred design requires up-front investment,
to commit to a cross-departmental strate-
gy, fund multidisciplinary teams, and to at-
tract design talent from the private sector,
amongst other activities. It is harder to fund
this in lower income countries, where bud-
gets are smaller and there are often seem-
ingly more immediate priorities.

Whilst acknowledging country income as a
real challenge and limiting factor for coun-
tries pursuing the benefits of HCD, we ar-
gue that this up-front investment in HCD
for public service is economically advanta-
geous. Firstly, by applying the principles of

Average regional GDP per capita for Index countries
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human-centred design, governments can
make better decisions about where to allo-
cate funding for public services, ensuring
that they invest in areas where users have
identified the most need. Well executed, this
has the potential to provide better value for
money for residents.

Human-centred design can also have eco-
nomic benefits in the longer term, pre-
venting rework and its associated costs by
working to understand user needs and solve
the entirety of a problem from the outset.
This is well articulated by Lou Downe:

“When we try to solve one small part
of a user’s problem with one small
slice of a service, we often don't
achieve the results we set out to
achieve. Often the perceived cost
saving we think we will achieve in
providing a smaller part of a whole
service is outweighed in the number
of people who have to provide
additional elements of their service
to pick up the pieces. Our service
might still be cheaper, but someone
is picking up the bill elsewhere.”™

Political will is a key driver of success
in the Index

Bucking the trend which links ranking and
income, some countries’ performance indi-
cates that a strong vision for human-centred
design, promoted by the centre of govern-
ment, can also lead to success in the Index.
For example, Rwanda is classed as a World
Bank low-income country, but scores above
its higher income regional counterparts of
South Africa and Nigeria.

15 Downe, Good Services

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

Rwanda performs particularly well when it
comes to the strength of its Technical foun-
dations, and in the Public Engagement pillar,
with residents reporting high levels of trust
in service providers. According to insights
from our regional expert for Sub Saharan Af-
rica, Hilda Barasa, the Rwandan government
has a strong political vision for improving
public services, which likely contributes to
its relatively high score. This vision is evi-
dent in the execution of ambitious initiatives
driven forward from the centre of govern-
ment, such as Irembo, a digital platform for
public services, which currently offers users
the option to complete more than 90 ser-
vices online.

Just as countries like Rwanda defy the cor-
relation between GDP and success, coun-
tries are not guaranteed a top place in the
Index ranking purely by virtue of a high-in-
come level. Japan, for example, has the 8th
highest GDP per capita in the Index, but only
ranks in 20th place overall, with particular-
ly poor scores in survey based indicators
which asked residents to rate their overall
experience with services.

Again, here our regional expert, PeiChin
Tay, suggested that Japan's relatively poor
performance is likely linked to the lack of a
government culture of HCD. This is well il-
lustrated by low levels of digitisation across
Japanese public services, despite a desire
from residents to be able to access services
online - more than 13% of respondents in our
survey told us that it was their top priority
to be able to access services online, com-
pared to just over 5% who felt that accessing
services in person was most important. In
this sense, the data suggests the Japanese
government is not proactively responding
to user needs or preferences, which is likely
linked to conservative government cultures
and a resistance to change.
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Both Rwanda and Japan’s scores illustrate
how political will, not just wealth, has the po-
tential to influence country rankings, even
though income levels remain correlated with
overall performance.

Digital development can play arole in
creating human-centric services

Building on the digital aspect of public ser-
vice provision that surfaced in Japan's
scores, we conducted further correlational
analysis to explore the link between coun-
try scores and levels of digital development.
We found that countries with higher levels
of digital development are most likely to be
successful in the Index.™

This trend is likely to be largely influenced
by GDP which isinitself correlated with dig-
ital development, but it is also influenced
by the types of data that we were able to
use. The Index is largely based upon exter-
nal assessment techniques - desk research
and secondary sources - which lends itself
to a digital skew (see the Trade offs sec-
tion). For instance, we used online service
information pages to measure the clarity
of a country’s service information, service
accessibility, and the presence of multiple
routes for completing services. It is plau-
sible that countries with higher levels of
digital development might perform better
in these indicators, since governments in
these countries are likely to have a stronger
online presence.

Nonetheless, it is interesting to highlight
how survey responses across the board
demonstrate that users want to be able to
access their country’s public services online.
More than 15% of people said that wanting to
be able to access services digitally was their
top priority when it comes to government

services. For context, just over 12% said
they wanted services that were easy to use,
and only 6% wanted services they could use
in person as a priority. Therefore, it is also
possible that countries with higher levels of
digital development scored highly because
they provide their residents with public ser-
vices via the channels that a large portion of
people prefer to use.

Moreover, human-centred design pro-
grammes in government are often led by
established digital departments: as is the
case in Singapore, Germany and the UK to
name just a few examples. The large scale
digital projects undertaken by national dig-
ital services aim to transform government
services across all ministries, so they can
be a good driver for creating principles of
human-centred design and ensuring that
they are consistently applied. In this sense,
countries with a strong digital service, or
ministry of ICT, which places HCD high on
its agenda, are likely to perform well in the
Index.

There is a global need for accessible public
services

Whilst our Index celebrates the success of
countries that topped the Index, findings
from our survey make it clear that there is
stillwork to be done across the board in order
to make public services work for everyone.

In the survey, we asked respondents wheth-
er they self-identified as having a disability
or impairment that affected their day-to-day
lives. On average, only 69.6 % of people who
answered ‘yes’ were satisfied with the last
public service they accessed, compared to
73.1% of people who declared that they do
not have any accessibility requirements.

16 According to data from the National Cyber Security Index, which produces a Digital Development Level score
based on an average from the ICT Development Index (IDI) and Networked Readiness Index (NRI).

See https://ncsi.ega.ee/ncsi-index/.
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In some countries, the difference in satisfac-
tion levels between these groups was par-
ticularly stark, evn for some of the highest
performing countries in th Index. However,
our sample size for each demographic with-
in individual countries was not statistically
significant, so we are unable to analyse the
significance of particular country scores. In
the future, we aim to increase the survey’s
sample size for people with accessibility re-
quirements through boosted sampling tech-
niques, so we can further explore this data
and include it in the overall rankings.

Even at a high level, however, survey results
lay bare how governments around the world
need to do better for people with accessi-
bility requirements when it comes to public
services, even where countries are excelling
in other areas. Ensuring that services ad-
here to accessibility standards and working
closely with people with disabilities to un-
derstand and design for their needs is cru-
cial for governments to offer public services
which are truly human-centric.

Governments need to refocus on whether
or not the services they provide are
designed in a way that aligns with people’s
priorities in-country.

The survey also revealed that less than two
thirds of participants overall felt that public
services are meeting their key priorities, a
result which was significantly lower than the
average scores for other questions.”

As the graph demonstrates, the gap between
the share of people who felt that services
meet their priorities, and those who are
satisfied with various elements of existing
services is significant. Even if people are
broadly happy with a recent service offered
to them by governments at present, when
they step back to think about whether or not
services overall actually meet their key prior-
ities, levels of agreement were much lower.

This suggests that beyond the rankings of
this Index, which are focussed upon wheth-
er or not attributes of HCD are evident in

Global agreement with survey statements
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17 With the exception of satisfaction with how long servies take to complete - which was also low across the board.
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existing services, governments need to re-
focus on whether or not the services they
provide are designed in a way that aligns
with people’s priorities in-country.

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

The only way in which to achieve this is
through public engagement - by going out
to citizens to understand what they care
about when it comes to public services - and
crucially, taking their priorities into consid-
eration when making budgetary decisions
about public services.
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Asia Pacific: Regional findings

Focus countries: Singapore, Japan, Indonesia, Malaysia, India, New Zealand

Overall Index scores and final ranking in Asia and the Pacific
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Summary

Asia Pacific countries scores are broadly
distributed across the Index ranking, with
two countries placed in each third of the In-
dex. Singapore, which scored in 2nd place
overall, is a clear regional leader, and per-
formed well across all 5 pillars in the Index.
In particular, Singapore shone in the Gov-
ernment Efficiency pillar, which measures
how well the government is able to imple-
ment its policy goals and whether or not
people feel they get the outcomes they need
from services.

New Zealand ranks 7th globally and in second
place in the region. Over the past decade,
New Zealand has worked to design services
around key life events rather than the gov-
ernment’s structure.” The government has
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also pledged that by 2025 citizens have ac-
cess to integrated public services.” The
government’s commitment is in line with the
country’s Index scores: New Zealand's results
are high across most pillars, with the excep-
tion of Public Engagement, which is approx-
imately 9 points under the global average.
While it obtains high results in both e-par-
ticipation and trust in service providers, New
Zealand scores 0 in the indicator marking the
presence of feedback channels in the sample
services.

Malaysia and India follow at the 12th and 17th
place respectively. Malaysia receives a low
score in the Accessibility and Inclusion pillar
due in part to the lack of alternative routes
for the sample services. According to our
regional expert for Asia Pacific, PeiChin Tay,
in order to become more citizen-centric, the

18 ‘Designing Services For The New Zealand Public’, Accenture, 2021, https://www.accenture.com/_acnmedia/PDF-

156/Accenture-Service-Design-Report.pdf.

19 ‘A new New Zealand: public services reimagined’, Centre for Public Impact, 2021, https://www.

centreforpublicimpact.org/insights/new-new-zealand.
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Malaysian government is moving towards de-
livering public services on an end-to-end ba-
sis. In 2021, the country worked to increase
online services due to the pandemic and
demand for contactless service process-
es. Close to 90 per cent of services are now
available digitally. In part this is due to the
country’s progress on e-payment systems
for government services.?”

India, on the other hand, scores consider-
ably below the global average in both the
Technical Foundations and Accessibility and
Inclusion pillars. India does, however, ob-
tain a very high score in Public Engagement,
twenty points above the global average. In-
dia scores consistently well across all three
indicators in the pillar: e-participation, as
measured by the UN e-participation index,
trust in service provides, a survey-based in-
dicator, and feedback channels, as all three
sample services presented clear, open-end-
ed indications on how to leave feedback.

Last, Indonesia and Japan sit in the lowest
third of the Index, ranking in 21st and 22nd
place respectively. Indonesia scores above
the global average in Service Experience
and Government Effectiveness pillars. Both
pillars at least partially rely on the results of
our survey. Indonesia scores well on all our
survey indicators, a signal that Indonesian
residents are satisfied with the quality of
their public services. Similarly to New Zea-
land, however, Indonesia scores the lowest
in the Public Engagement pillar, due in part
to the lack of feedback channels in the sam-
ple services.

Japan has the lowest score among the six
countries in the region. Its position is par-
ticularly interesting, as it defies the assump-
tion that higher income countries would
necessarily score better in the Index. Japan
scores the lowest in Service Experience, 11
points below the global average. The Service
Experience pillar mostly relies on survey re-
sults, which seem to indicate that Japanese
residents are not satisfied with the services
that they are receiving.

Barriers to digital public services in Japan

Japan's low scores are likely to be related to
the challenges Japan has faced in moving
services online. Indeed, despite the coun-
try’s solid IT infrastructure, high internet
penetration and high scores on e-govern-
ment indexes, Japan contrastingly scores
low on e-participation, and e-government
in Japan has been met with resistance. The
Japanese government digital identity proj-
ect, initiated in 2002, suffered from con-
troversy due to fears of data leaks, which
led to the collapse of the project in 2011. In-
deed, a newspaper opinion poll conducted
just before implementation found that 86%
of respondents were afraid of data leak-
age or improper use of information, while
76% thought implementation should be
postponed. The system was also opposed
through several lawsuits and protests.”” A
new ID framework was introduced in 2016,
the My Number digital ID card, which was
met with similar backlash and limited uptake
due to fears around data privacy.??

20 Yun Xuan Poon, ‘Ts Dr Siti Istianah Mahdzur, Digital Service Design Architect, ICT Strategic And Architecture
Development Division, MAMPU, Malaysia’, Govinsider, December 16, 2021, https://qgovinsider.asia/digital-gov/ts-
dr-siti-istianah-mahdzur-digital-service-design-architect-ict-strategic-and-architecture-development-division-

mampu-malaysia-women-in-govtech-2021/.

21 Rebecca Bowe,In Japan, National ID Proposal Spurs Privacy Concerns’, Electronic Frontier Foundation, June 13,
2012, https://www.eff.org/deeplinks/2012/06/japan-national-id-proposal-spurs-privacy-concerns.

22 Ayang Macdonald, ‘Taiwan Puts Digital ID Project On Hold, Japan Plans To Expand Use Of My Number Card |
Biometric Update’, Biometric Update, January 14, 2021, https://www.biometricupdate.com/202101/taiwan-puts-
digital-id-project-on-hold-japan-plans-to-expand-use-of-my-number-card.
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In Japan, the protection of privacy and
personal data is regarded as an essen-
tial component of society.” Moreover, Ja-
pan’s transition to digital services has been
slowed by bureaucracy and a slow legislative
system, which pose a barrier to obtaining
the legal and administrative changes needed
to make public services accessible online.?”
% As summarised by Barney Warf “thus, par-
adoxically, Japan is financially and techno-
logically well equipped to become a leader
in e-government, but not culturally or polit-
ically.”®. The Japanese government needs
to work towards a government culture that
prioritises understanding users, and allows
for innovation in public service design if they
are to improve their scores.

Singapore: shared standards and
multidisciplinary teams

Singapore’s success in the Index, ranking
second globally, is likely explained by the
fact that Singapore has put HCD at the core
of its agenda for decades. As summarised
by the regional expert, the digitalisation of
public services started about three decades
ago, with a focus on automating data, pro-
cesses and systems. By the 2000s, govern-
ment services were shifted online. Since the
2010s, the focus has shifted to human-cen-
tred service design and increased service
integration. Citizens' rising expectations

and increased desire for participation have
contributed to prompting the government to
adopt design thinking to continuously deliv-
er good policy outcomes. Now, our regional
experts said, design-led principles and prac-
tice can be found across many government
functions, with approximately 30 teams
scattered around various government agen-
ciesin Singapore.

The widespread role of human-centred de-
sign across government resulted in the cre-
ation of two sets of standards, which are
followed across all government agencies and
ensure the consistent quality of public ser-
vice design. The Digital Service Standards
(DSS)¥ focuses on the design and delivery
of unified and consistent government digital
services based on user needs, while the Sin-
gapore Government Design System (SGDS)*®
ensures that all government services are
united by a common Ul language and user
experience.

Moreover, Singapore has built multi-disci-
plinary teams and expertise in-house. Gov-
Tech Singapore, the government agency
responsible for the delivery of the Singa-
pore government’s digital services, created
programmes to encourage cross-pollina-
tion with the private sector. For instance,
through the Digital Technology Attach-
ment Programme GovTech engineers can

23 H. Miyashita, “The Evolving Concept Of Data Privacy In Japanese Law, International Data Privacy Law 1, No. 4 (2011)

229-238, doi:10.1093/idpl/ipr019.

24 Jonathan Soble, ‘Bringing Japan's Public Services Into The Digital Age Needs A Legal Revolution’, The Japan

Times, February 17, 2022, https://www.japantimes.co.jp/opinion/2022/02/17/commentary/japan-commentary/

public-services-digital-age/.

25 Chitrali Parashar, ‘"Japan’s Digital Agency: Another Shot In The Dark Or An Emblem Of Change’, Observer Research
Foundation, November 11, 2022, https://www.orfonline.org/expert-speak/japans-digital-agency/.

26 Barney Warf, E-Government In Asia, *Cambridge: Elsevier Ltd, 2017)

27 'Digital Service Standards (DSS), Singapore Government Development Portal, accessed 29 August 2022,
https://www.developer.tech.gov.sg/quidelines/standards-and-best-practices/digital-service-standards.

html#:~:text=The %20Digital%20Service %20Standards %20(DSS.relevant % 20to %20citizens %20and %20

businesses

28 ‘Singapore Government Design System, Singapore Government Development Portal, accessed 29 August 2022,
https://www.developer.tech.gov.sg/products/categories/design/singapore-government-design-system/

overview.html
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gain industry exposure through a short
stint with partnering companies.?? Over-
seas Singaporeans who are working in the
private sector can also take on a three- to
six-month stint with GovTech, through the
Smart Nation Fellowship programme.*°

These programmes linking the private and
public service facilitate sharing knowledge
and, according to the GovTech, are “criti-
cal in building our technical capabilities to
deliver our mandate of driving public digi-
tal transformation.”' Shared standards and
multidisciplinary teams support Singapore
in delivering consistently human-centred
public services.

Most of Singapore's public services are digi-
tised, and work well on web and mobile de-
vices.”” Nevertheless, the regional expert,
PeiChin Tay, noted how the rapid digitisa-
tion has also meant that some people in
Singapore are digitally excluded, and have
to rely on community ambassadors, friends
and family to access public services. The
COVID-19 pandemic has highlighted the dig-
ital divide, particularly affecting students
from low-income household, low-income
adults, the elderly, and migrant workers®.

Whilst Singapore excels in
producing human-centric digital
public services, it is important

to note that digitalisation will not
solve problems with services for
everyone. Singapore still has a
digital divide - approximately 887%
of Singapore’s population has
access to the internet.

The government aims to reduce the digital
divide by developing strategies to increase
digital literacy, particularly among the older
residents®, rather than promoting alterna-
tive ways to access services. For instance,
SG Digital Community Hubs, help centres
located in community centres and pub-
lic libraries, offer older people assistance
to learn new digital skills and make e-pay-
ments, but are not designed as services
centres®.

The role of Labs in promoting human-
centred design in government

Some countries in the Asia Pacific region
have co-invested in Labs to spur new ways
of working outside of the main governmental

29 'How We Work’, GovTech Singapore, accessed 26 August 2022, https://www.tech.gov.sg/careers/how-we-
work/#:~:text=Staying%20Connected %20with%20the %20Tech,local %200r%200verseas %20technical %20

mentors.

30 ‘Smart Nation Fellowship Programme’, GovTech Singapore, accessed 26 August 2022, https://www.tech.gov.sg/

careers/smart-nation-fellowship-programme/.

31 'How We Work’, GovTech Singapore, accessed 26 August 2022, https://www.tech.qgov.sg/careers/how-we-
work/#:~:text=Staying%20Connected %20with%20the %20Tech,local %200r%200overseas %20technical %20

mentors.

32 'Transforming SG Through Tech’, Smart Nation Singapore, accessed 26 August 2022, https://www.smartnation.

gov.sg/about-smart-nation/transforming-singapore.

33 Irene Y.H. Ng, Lim Sun Sun, Natalie Pang, Daphne Lim, Gena Soh, Pavithren V S Pakianathan, and Benjamin Ang,
From Digital Exclusion To Universal Digital Access In Singapore, (Singapore: National University of Singapore, 2021)
https://fass.nus.edu.sg/ssr/wp-content/uploads/sites/8/2021/01/Digital-Access-20210118.pdf.

34 'Bridging The Digital Divide? It Can Start With You’, GovTech Singapore, accessed 29 August 2022, https://www.
tech.gov.sg/media/technews/bridging-the-digital-divide.

35 'SG Digital Community Hubs To Be Launched Islandwide To Boost Nationwide Digitalisation Movement’, Infocomm
Media Development Authority, accessed 29 August 2022, https://www.imda.gov.sg/news-and-events/Media-
Room/Media-Releases/2020/SG-Digital-Community-Hubs-to-be-Launched-Islandwide—to-Boost-Nationwide-

Digitalisation-Movement.
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structure. For instance, Pulse Lab Jakarta is
a joint data innovation facility of the United
Nations and the Government of Indonesia.
Using alternative datasets, such as mobile
communications or social media, the Lab
has generated insights on topics ranging
from fuel subsidies to natural disasters, and
used human-centred design to provide pol-
icy solutions.’® ¥ Indonesia is not the only
country partnering with the UN to create
design Labs. In Malaysia, the UNICEF Design
Lab has worked to design more child-cen-
tred services.*

According to our regional expert, the fact
that these labs begin their work outside of
strict government boundaries is not detri-
mental to the country. Indeed, these labs
can serve as sandboxes to experiment with
human-centred design, convince policy
makers of its impacts, and then slowly be-
come ingrained in wider government. This
occurred in Singapore, with the Innovation
Lab, unofficially known as THE (The Hu-
man Experience) Lab®*. The Lab’s original
objective was to be a central consulting
unit to serve other government agencies.
From 2016, the Lab changed approaches,
and began coaching agency officers to
include human-centred design principles
into their projects themselves.“®

Spotlight initiative: Life SG

A core principle of human-centred design
is that services should make process-
es easy and simple for users. Lou Downe
writes in Principle 7 of the 15 Principles of
Good Service Design that services should
“be agnostic of organisational structures”,
or“work in a way that does not unnecessar-
ily expose a user to the internal structures
of the organisation providing the service”.
“ An important way that governments can
do this is to integrate multiple services,
offered by multiple government entities,
into a single system, allowing the user a
single point of entry for these varied ser-
vices. The government of Singapore has
made service integration a priority. One of
the best examples of this type of service
integration in practice is Singapore’s Life
SG app.

The Life SG app provides Singapore's resi-
dents access to more than 70 government
services organised around different stages
in that person’s life journey.”” The services
and information about the services offered
are grouped around topics such as “fami-
ly and parenting”, “work and employment”,
“healthcare”, and “housing and property”
among other areas.

36 'Pulse Lab Jakarta UN Global Pulse’, UN Global Pulse, accessed 29 August 2022, https://www.unglobalpulse.org/

lab/jakarta/

37 ‘Applying Human-Centred Design Principles To Data Governance UN Global Pulse’, UN Global Pulse, accessed
26 August 2022, https://www.unglobalpulse.org/2018/06/applying-human-centred-design-principles-to-data-

governance/.

38 UNICEF, 'Human-Centred Design: Accelerating Results For Every Child By Design’, 2016, https://www.unicef.org/

innovation/media/5456/file.

39 'Rethinking Public Services With Innovation Labs’, Challenge, accessed 29 August 2022, https://www.psd.gov.sqg/
challenge/ideas/deep-dive/rethinking-public-services-with-innovation-labs

40 Alexander Lau, 'How Singapore Is Taking Government Silos Apart,” Apolitical, June 7, 2019, https://apalitical.co/
solution-articles/en/innovating-singapore-one-labs-journey-to-change-government-for-good.

41 'Principle 7— Good Services’, The School Of Good Services, accessed 29 August 2022, https://good.services/

principle-7

42 ‘Lifesq’, GovTech Singapore, accessed 29 August 2022, https://www.tech.gov.sg/products-and-services/lifesg/
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Within the app, Singapore’s residents also
see personalised content, such as guides
that help to simplify procedures like applying
to jobs, schools, or family benefits. The app
gives each person personalised information
about the government benefit programmes
they are eligible for. Residents who use the
app can also access all of the information
about them held by different government en-
tities at the same time. The app gives people
step by step information about how to com-
plete government processes, and reminders
about upcoming appointments. All data held
by the app complies with public sector data
protection requirements.

Moments of Life, that application which
preceded Life SG, was launched by the gov-
ernment of Singapore in 2018. It was part of
“Singapore’s Smart Nation Initiative”, a gov-
ernment policy that “aimed to transform by
the way people interact with government
services” by designing services “based on
key moments in people’s lives, instead of
how government agencies are set up”.“* The
initiative is part of the government’s broad-
er political strategy to work towards a ‘digi-
tal first’ Singapore. The strategy centres on
three pillars, Digital Society, Digital Economy
and Digital Government. The quiding princi-
ple of the Digital Government pillar is about

making Singapore’s services digital at their
core.* The pillar also focuses on the impor-
tance of inclusivity and services that are
personalised for each resident using them.

Since the app has been launched, the gov-
ernment of Singapore reports that 7 in 10
newborns in Singapore have had their births
registered on the app.*® Consequently, the
government reports that the parents of new-
borns are spending less time dealing with
government applications. Furthermore, the
government also reports that 94% of gov-
ernment services are digital end to end.*®

Though these digital services are important
examples of integrating services to make
them easier for the user, it is important to
note that digitalisation will not solve prob-
lems with services for everyone. Singapore
still has a digital divide, and approximately
88% of Singapore’s population has access
to the internet.”” This is important to take
into account as whilst governments may
invest significant time and resources into
improving digital routes and making them
user-centric, it is necessary to also design
offline routes that are equally user-centric,
to make sure that services are truly inclusive
and accessible to everyone residing in the
country.

43 'Transforming Singapore Through Technology’, Smart Nation Singapore, accessed 29 August 2022, https://www.
smartnation.gov.sg/about-smart-nation/transforming-singapore

44 ‘Digital Government”, Smart Nation Singapore, accessed 29 August 2022, https://www.smartnation.gov.sg/about-

smart-nation/digital-government

45 'Transforming SG Through Tech’, Smart Nation Singapore, accessed 11 September 2022, https://www.
smartnation.gov.sg//about-smart-nation/transforming-singapore.

46 ‘About Smart Nation’, Smart Nation Singapore, accessed 14 August 2022, https://www.smartnation.gov.sg/

47 ‘Internet user penetration Singapore 2010 - 2025%', Statista, accessed August 29 2022, https://www.statista.com/
statistics/975069/internet-penetration-rate-in-singapore/
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Europe: Regional findings

With expert contribution from Caroline Paulick-Thiel

Focus countries: Finland, Germany, Moldova, Spain, United Kingdom

Overall Index scores and final ranking Europe
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Summary

Finland was the standout performer of the
European countries we focussed on, rank-
ing in 3rd place, with a very similar score
to the UAE and Singapore, who came in 1st
and 2nd respectively. Whilst Finland did not
top any of the individual Pillars in the Index,
their scores were consistently high across
the board, including in the Accessibility and
Inclusion pillar, where other frontrunners
fell down. Finland's scores are supported by
a strong culture of human-centred design in
government, which we explore in further de-
tail in this regional analysis.

The UK followed Finland, ranking in 5th
place. The UK scored 3rd out of all the coun-
tries in the Index in the Service Experience
pillar, which measures user perceptions of
services and the clarity of service informa-
tion on online pages. In particular, we found
that the purpose of services on GOV.UK, the
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UK's government website, was consistently
clear. GOV.UK pages also returned strong
scores in terms of digital accessibility and
how easily they could be found on search
engines.

Germany placed in 8th, falling down the rank-
ings in the Public Engagement pillar, due to
a regionally weaker score in the UN e-par-
ticipation Index and the fact that its pub-
lic service pages only inconsistently made
feedback channels visible to users. Germany
did score the highest out of all countries in
the Index in the Technical Foundations pillar,
which assesses the strength of the technical
infrastructures supporting government ser-
vices, and the extent to which countries are
committed to protecting user data.

Indeed, the European countries dominat-
ed the Technical Foundations pillar over-
all, returning strong scores in the data
protection indicator in particular, given the
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regional adoption of GDPR. With reference
to Germany, our regional expert, Caroline
Paulick-Thiel, highlighted how the strength
of data protection legislation can also be-
come a hindering factor to creating public
services with a coherent user experience
beyond organisational silos and regional
borders.”®* We weighted the Technical Foun-
dations pillar lower, at only 5% of the total
score, to account for these complexities.

Spain came in 9th place, driven by a low-
er overall Government Effectiveness score
(according to World Bank Worldwide Gover-
nance data) and weaker scores in the Pub-
lic Engagement pillar - in large part due to a
lack of avenues for feedback on their service
pages. We heard from our regional expert
that HCD is on the government agenda in
Spain, but perhaps more at the regional and
city level, which we explore furtherin this re-
gional analysis.

Finally, Moldova was the lowest performing
country out of the region in the Index, rank-
ing in 18th place, with weaker scores when
it came to Moldovan residents’ perceptions
of public services. Interestingly, Moldova
outperformed all of its regional peersin the
Public Engagement pillar, with the excep-
tion of FInland, largely due to the fact that
all the public services we looked at made it
clear where citizens could leave feedback or
complain.

Whilst Moldova's relatively low score is likely
linked to a broader trend between GDP and
rankings, we heard from our regional expert
that HCD is emerging onto the government’s
agenda. For example, the United Nations

48 |ou Downe, Good Services (Amsterdam: BIS, 2020).

Development Programme highlights how
Moldova has worked to adopt a human-cen-
tric approach to public services through
the COVID-19 pandemic, through its Public
Services Portal and a new unified payment
system which allows residents to pay for
services quickly and securely.“?

Finland as a European leader in public
service design

Finland emerged as a strong regional leader
when it comes to designing human-centric
public services. According to our regional
expert, this is somewhat unsurprising since
there is a strong understanding of the prin-
ciples of participatory design across the
Finish government, supported by a thriving
research and education environment. For
instance, Aalto University in Finland runs
an annual ‘Design for Government’ course,
which invites Finnish ministries, public ser-
vice agencies, regional and municipal ad-
ministrations to work together with masters
students on arange of policy challenges.®°

Finland's commitment to the principles of
human-centred design for public services is
longstanding. In 2012, the government pub-
lished the Design Finland Programme, which
set out a vision for Finnish design by 2020.°'
This included prioritising public design that
promotes user wellbeing, the strengthening
of multidisciplinary design teams in the pub-
lic sector, and increased collaboration be-
tween government and the private sector on
matters of design. The results of this Index
suggest that Finland is succeeding at meet-
ing these goals.

49 United Nations Development Programme, ‘Digitization of Public Services in Moldova in the COVID-19 Era, (2020),
https://www.undp.org/sites/q/files/zskgke326/files/migration/md/Public-Services-in-Moldova-in-COVID-era_

revised_final.pdf

50 ‘About’, Design for Government, accessed 8 September 2022, https://dfg-course.aalto.fi/about/

51 'More user-driven innovation through design’, Ministry of Economic Affairs and Employment, accessed 8

September 2022, https://tem.fi/en/design.
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The UK’s Government Digital Service:
early proponents of human-centred design
in Europe

Like Finland, the UK government set out
human-centred design principles a decade
ago, in 2012 during the early stages of the
development of its Government Digital Ser-
vice, or GDS. The first principle continues
to be ‘start with user needs’ - with GDS em-
phasising that without an empathetic under-
standing of user needs, gained through user
research, teams will not be able to design or
build the right things.**

GDS has since set out descriptions of mul-
tidisciplinary roles which constitute an ef-
fective service team and formalised service
standards against which all UK services
must be assessed. This includes ensuring
that all services meet accessibility stan-
dards.”® GDS" commitment to accessibility
is evident in the Index scores; the UK scored
perfectly on the digital accessibility indica-
tor which was calculated by running service
web pages through testing software.

The UK still has room for improvement - the
lack of a widely applied single sign-on ser-
vice for public services reduced its score in
the Technical Foundations pillar, for exam-
ple. However, GDS is still a good example of
an organisation advocating for human-cen-
tred design for public services in the open
and with an international outlook. Countries
looking to further adopt this approach from
the centre of government from a digital per-
spective, such as Cyprus, have partnered

with GDS to create their own service stan-
dards.** Similarly, GDS alumni have gone on
to work in other countries to promote hu-
man-centric design for digital public ser-
vices. Martin Jordan, for example, previously
Head of Service Design at GDS, currently
works as Head of Design for Germany’s Dig-
ital Service.

Decentralised human-centred design in
Europe

In addition to human-centred design being
driven from central government entities,
our regional expert also drew our attention
to a number of cases across Europe where
regional administrations and municipalities
are working at a local level to provide hu-
man-centric services. This is particularly
likely where governments are more federally
structured.

In Germany, we heard that one such exam-
ple is CityLAB in Berlin, which looks to es-
tablish the requirements for a new smart
city strategy through co-design and civ-
ic participation, through open roundtable
discussions with stakeholders from gov-
ernment, academia, business and civil soci-
ety.* We also heard about work to promote
human-centred design in certain Spanish
administrative regions. For instance, Frac-
tal, a people-centred design agency, has
partnered with the local government in the
Spanish region of Aragon to create a new
design system for the local authority which
is accessible and user friendly.®®

52 ‘Government Design Principles’, GOV.UK, accessed 8 September 2022, https://www.gov.uk/quidance/

government-design-principles.

53 ‘Service Assessments and Applying the Service Standard - Service Manual’, GOV.UK, accessed 8 September 2022,
https://www.gov.uk/service-manual/service-assessments.

54 'Building Digital Foundations Globally with Service Standards’, GOV.UK, accessed 8 September 2022, https://gds.
blog.gov.uk/2022/06/21/building-digital-foundations-globally-with-service-standards/.

55 Ines Weigand, ‘Smart City-Pilotprojekte: Start Mit Offentlicher Beteiligung’, CityLAB Berlin, accessed 8 September
2022, https://citylab-berlin.org/de/blog/smart-city-pilotprojekte-start-mit-oeffentlicher-beteiligung/.

56 ‘Un sistema de diseno para la administracion publica aragonesa: nuestro trabajo en DESY’, Fractal Strategy,

accessed 8 September 2022, https://somosfractal.com/blog/desy-un-sistema-de-diseno-para-la-

administracion-publica-aragonesa.html.
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From our expert discussions, we learned
that human-centred design is not yet con-
sistently applied across all government
services when it comes to decentralised
governments. Taking Germany as an ex-
ample, although the Online Access Act
mandates that all public services must be
offered digitally by 2022, it has been re-
ported that this outcome will be delayed.®’
Nonetheless, there is evidence that HCD is
on the central government agenda in Ger-
many - the government owned Digital Ser-
vice was founded to promote the use of
agile and human-centred design and deliv-
ery techniques across the public sector.®®

We heard from experts how decentralised
political systems can lend themselves to
effective human-centred design in certain
respects - by allowing designers to better
understand the specific needs of local com-
munities and incorporate them into public
services. However the German example also
proves the importance of a centralised vi-
sion for HCD in government combined with
shared learning approaches, so that the
quality of services is consistent, regardless
of where they are being accessed.

European experts advocating for a new
paradigm of human-centred design

Concepts such as life-centred
design’, which encompasses more
environmental and ethical concerns
are already evident in the strategies
and values of a range of European
design agencies.

According to our regional expert, there is a
strong current of thought in favour of shift-
ing the paradigm of human-centred design
towards practices which also take account
of community needs and environmental fac-
tors, beyond individual priorities. Experts
stressed that human-centred design needs
to innovate for wellbeing but without de-
pleting natural resources or being ‘materi-
al-blind'.

Paulick-Thiel argued that this approach is
particularly crucial in times of crisis - when
countries in Europe and beyond are facing
energy insecurity, geopolitical instability
and the transformational effects of climate
change. In the shadow of these challenges,
governments will need to design services
which not only meet individual user needs,
but also address the networked character of
complex social problems and are specifically
designed to serve those who are most vul-
nerable in society.

A need to design services which go beyond
meeting individual needs was also high-
lighted in a number of the informal discus-
sions we had with European design experts
over the course of this project. Concepts
such as ‘life-centred design’, which encom-
passes more environmental and ethical
concerns are already evident in the strat-
egies and values of a range of European
design agencies.”® For example, the UK's
national strategic advisor for design, the
Design Council has launched the Design for
Planet events to support the UK's design
community to address the climate crisis.®°

57 Andrea Giuliani, 'What Is the Online Access Act?, Adesso, January 19, 2022, https://www.adesso.ch/en/news/

blog/blog-detail-page_100801-2.jsp.

58 'Who We Are’, DigitalService, accessed 8 September 2022, https://digitalservice.bund.de/en/who-we-are.

59 Damien Lutz, 10 Life-Centred Design Approaches’, Medium, 10 July 2022, https://uxdesign.cc/10-life-centred-

design-approaches-b0f60ba0e002.

60 ‘Design Council presents Design for Planet’, Design Council, accessed 8 September 2022,

https://www.designforplanet.org/about

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

38


https://www.adesso.ch/en/news/blog/blog-detail-page_100801-2.jsp
https://www.adesso.ch/en/news/blog/blog-detail-page_100801-2.jsp
https://www.zotero.org/google-docs/?broken=xx8t1o
https://digitalservice.bund.de/en/who-we-are
https://www.zotero.org/google-docs/?broken=M5ZldI
https://www.zotero.org/google-docs/?broken=d1e2KV
https://uxdesign.cc/10-life-centred-design-approaches-b0f60ba0e002
https://uxdesign.cc/10-life-centred-design-approaches-b0f60ba0e002
https://www.zotero.org/google-docs/?broken=TnA6vL
https://www.designforplanet.org/about

Spotlight initiative: Innovative Low Carbon
Public Services Project in li, Finland

Finland's Innovative Low-Carbon Public Ser-
vices project, launched in 2015, focused on
using human-centred design practices to
determine the best ways for the municipal-
ity of li to reduce carbon emissions®'. In the
project, service designers collected input
from residents of li on the community’s pub-
lic services. Designers conducted in depth
interviews with individuals, sometimes
within their own homes and also sent out an
electronic survey, which received over 500
responses. Service designers took extra
care to get input from both young and elderly
residents of the community in order to make
their research inclusive.®”

One of the problems highlighted by many
residents had to do with traffic congestion
due to commuting for work, which contribut-
ed to about 40% of the municipality’s carbon
emissions.® Based on the input given by res-
idents, the service design team developed
several energy-efficient and eco-friendly
solutions to the problems highlighted by the
residents.®

The solutions included heating all public
buildings in the municipality with renewable
energy, having public employees use electric
cars when on business trips, building a cycle
path for residents to offer commute alter-
natives, and developing a label that could
be used by local businesses to demonstrate
that they had met requirements for commit-
ting to reducing their carbon emissions.®
By 2017, the municipality of li had more than
halved its carbon emissions since 2007, and
the Innovative Low-Carbon public services
project contributed to that reduction in
emissions.®®

li's Innovative Low-Carbon public services
project is an example of the new direction
of HCD highlighted by several public service
design experts including Paulick-Thiel. This
new direction involves using HCD practices
to build systems that support communities
as a whole and benefit the environment.

The Innovative Low-Carbon Public Services
project, however, has only been rolled out on
alocal level. There are challenges that coun-
tries may face in implementing a similar
project on a larger, country-wide scale. Mu-
nicipalities, therefore, may be able to imple-
ment more innovative projects in a shorter
time, while governments at the federal level
may struggle to enact changes as quickly.

61 ‘Co-designing low carbon public’, Renewables networking platform, accessed 8 September 2022, https://www.

renewables-networking.eu/documents/Fl-li.pdf

62 ‘Low-carbon life in Finland’, European Commission, accessed 8 September 2022, https://ec.europa.eu/regional_

policy/en/projects/Finland/low-carbon-life-in-finland

63 ‘Co-designing low carbon public’, Renewables networking platform

64 Ibid.

65 ‘Low-carbon life in Finland’, European Commission

66 ‘Climate actions and renewable energies”, In Kunta, accessed 8 September 2022, https://www.ii.fi/en/climate-

actions-and-renewable-energy
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Latin America and the Caribbean: Regional findings

With expert contribution from Santiago Bustelo.

Focus countries: Argentina, Bolivia, Brazil, Chile, Mexico, Uruguay

Overall Index scores and final ranking in Latin America and the Caribbean
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Summary

As with all regions in the Index, Latin Ameri-
can countries varied widely in terms of rank-
ings. Uruguay was the standout performer,
coming in at 6th place, and shining particu-
larly in the Accessibility and Inclusion pillar.
Uruguayan government service web pages
on Gob.uy returned perfect scores in our
digital accessibility test, which measures
the extent to which pages can be used by
everyone, including people who use screen
readers or other assistive technologies.
Uruguay also performed best in the user
perception survey out of the region, closely
followed by Chile.

60
| I
0

Mexico Brazil Bolivia

Following Uruguay, Chile and Argentina
ranked similarly, in 11th and 13th place re-
spectively. Chile lost points in the Public
Engagement pillar due to a lack of feedback
or complaints avenues on their online ser-
vices, but performed reasonably well in the
user survey. Argentina was held back by low
scores in the Government Effectiveness pil-
lar, but scored similarly to Chile in terms of
user perception of services. Both Chile and
Argentina founded government labs in 2015
and 2016 respectively, which cite innovation
in public service design and human-centred
methodologies amongst their key focuses.®’
® Nonetheless, the Argentine lab appears no
longer to be operational, at least in its origi-
nal format.®

67 ‘Innovacion publica al servicio de las personas’, Laboratorio de Gobierno, accessed 8 September 2022,

https://www.lab.gob.cl/.

68 ‘Laboratorio de Gobierno’, Argentina.gob, 6 December 2018, https://www.argentina.gob.ar/jefatura/innovacion-

publica/laboratoriodegobierno.

69 Strategies on the LABgobar website have not been updated since 2019.
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Mexico and Brazil sat in the middle of the
rankings, with Mexico occupying 15th place
and Brazil 19th. Mexico's score was limited
by the lack of service integration - online
public services in Mexico require different
log-ins - and by a lack of advertised chan-
nels for completing services both in-person
and online. Brazil, on the other hand, ranked
very poorly across the Accessibility and In-
clusion pillar. Brazilian public service pag-
es offered limited help and support routes,
were not accessible on mobile devices, and
were not offered via multiple channels. This
aligns with academic research highlighted
by our expert contributor which highlights
a need for further attention to accessibility,
particularly when it comes to Brazilian digi-
tal services.”””

Finally, Bolivia came in at the bottom of the
group, in the last quartile of ranked coun-
tries at 28th place. We found some evidence
of the Bolivian government working to build
service design capacity in the civil service
through an internal training programme,
“Design and Simplification of Services".”
Nonetheless, Bolivia ranked second lowest
out of all countries in the Index in the Ser-
vice Experience pillar, indicating that Boliv-
ian citizens have a poor perception of their
public services.

Uruguay as a regional leader: an outward
looking approach to HCD

Uruguay’s success in the regional rankings
aligns the broader correlation between GDP
per capita and ranking encountered in re-
sults. On the global level, however, Uruguay
excels in 6th place given the size of its econ-
omy. For context, Uruguay’s GDP per capita
is just over a third of that of New Zealand,
which followed behind in 7th place.

Our regional expert, Santiago Bustelo, point-
ed to evidence of political commitment to
human-centred design within the Uruguayan
government which could explain Uruguay’s
success. This commitment is particularly
clear when it comes to accessibility in digi-
tal services. The first objective of the coun-
try’s 2025 Digital Strategy is to produce an
inclusive digital society, and Gob.uy has pub-
lished a guide for conducting accessibility
assessments of online services, as well as
reusable web page components which align
with WCAG standards.”

More broadly, the Uruguayan government
has published a human-centred methodolo-
gy for designing public services which priori-
tises user needs, based upon principles from
the UK's Government Digital Service.” The
document then draws upon methodological
guidance from the British Columbian in Can-
ada, setting out how public services should

70 Gabriely Oliveira da Silva Batista, Mateus de Souza Monteiro, and Luciana Cardoso De Castro Salgado,
‘Investigando Chatbots Governamentais: Um Panorama Sobre A Usabilidade Dentro E Fora Do Brasi’, Instituto de
Computacado - Universidade Federal Fluminense, 2022, doi: https://doi.org/10.5753/wcge.2022.223318 https://sol.

sbc.org.br/index.php/wcge/article/view/20712/20539

71 Aline Couto Oliveira, Leonardo Filipe da Silva, Marcelo Medeiros Eler, and André Pimenta Freire, ‘Do Brazilian
Federal Agencies Specify Accessibility Requirements For The Development Of Their Mobile Apps?’, XVI Brazilian
Symposium On Information Systems, No. 33, (June 2020), doi:10.1145/3411564.3411643

72 ‘Curso: Disenoy Simplificacion de Servicios', Bolivia Digital, accessed 8 September 2022, https://www.digital.

gob.bo/cursos/diseno-y-simplificacion-de-servicios/.

73 "Evaluacion De Accesibilidad”, Agencia De Gobierno Electronico Y Sociedad De La Informacion Y Del
Conocimiento, accessed 11 September 2022, https://www.gub.uy/agencia-gobierno-electronico-sociedad-

informacion-conocimiento/comunicacion/publicaciones/evaluacion-de-accesibilidad.

74 "Metodologias Para El Disefo De Servicios”, Agencia De Gobierno Electronico Y Sociedad De La Informacion Y

Del Conocimiento, accessed 11 September 2022, https://www.gub.uy/agencia-gobierno-electronico-sociedad-
informacion-conocimiento/comunicacion/publicaciones/metodologias-para-diseno-servicios.
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be created following steps which include
prototyping and testing with users. The work
is testament to an outward looking and col-
laborative approach to human-centred de-
sign in the Uruguayan government, which
seeks to understand and learn from where
other countries have been successful in in-
tegrating standards.

Uruguay’s collaborative approach to HCD
also involves learning from the private sec-
tor. In partnership with the innovation lab-
oratory of the Inter-American Development
Bank Group, Uruguay’s National Agency of
Research and Innovation (ANII) has also
created the Innovation in Public Services
Programme.” The programme is explicitly
focussed on improving the quality of public
services in Uruguay and posts ‘public chal-
lenges’ - tendering opportunities which
private sector agencies can bid to solve. In
2021 the initiative connected more than 60
public institutions with 200 suppliers and
makes the case for public private collab-
oration as a driver for innovation in public
services.

Regional challenges: inconsistent political
will and inequality

Our regional expert, Santiago Bustelo, pointed
to an emerging community of human-centred
design practice in Latin America, exempli-
fied by conferences such as Interaction Latin
America, which brings together experts in in-
teraction design, user experience, technology
and innovation.” However, we also heard from
multiple sources that designers advocating for
HCD in Latin America have faced a number of
obstacles.

Firstly, it was implied that human-centred
design is not explicitly on the political agen-
da for a number of countries. Whilst there
are communities of HCD talent in Latin
America, proponents of HCD rarely occu-
py leadership positions within government.
Moreover, in countries such as Argentina, we
heard that salaries within the public sector
can be low, creating little incentive for de-
signers to work with the government.

Despite this, there is evidence of politi-
cal leadership driving innovation in indi-
vidual public services. A leading example
from Argentina would be the Mi Argentina
app. a digital ID platform which modernis-
es and simplifies a number of identification
services, including registering births and
deaths, which was the result of 10 years of
sustained political commitment at the fed-
eral and local level.”” Yet progress remains
inconsistent across the region. Our expert
argued that HCD capacity in Latin America
might be classed as ‘Emergent’ on the scale
of UX maturity, meaning that services are
often functional and promising, but design
practices are often inefficient and inconsis-
tently applied.”™

Inconsistent political support for HCD is
more than likely tied to broader socio po-
litical issues in the region. Latin America
is one of the most unequal regions in the
world and all of the countries included in
the Index from the region have seen dra-
matic changes in political administration
and in the past decade. Therefore, as our
expert argued, countries do not always
have the strong institutional foundations
from which HCD can be built. Dramatic

75 ‘Objetivos’, Innovacion en servicios publicos, accessed 11 September 2022, https://innovacionpublica.anii.org.uy/

objetivos/

76 ‘Creciendo desde la fortaleza', Interaction Latin America 21-ILA2]1, accessed 8 September 2022, https://ila2l.ixda.org/.

77 The World Bank, “Argentina ID Case Study: The Evolution Of Identification”. Identification for Development, 2020,
https://olc.worldbank.org/system/files/Argentina-ID-Case-Study-The-Evolution-of-lIdentification.pdf.

78 Kara Pernice, Sarah Gibbons,Kate Moran, and Kathryn Whitenton, “The 6 Levels Of UX Maturity”, Nielsen Norman
Group, accessed on 8 September 2022, https://www.nngroup.com/articles/ux-maturity-model/
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shifts in political leadership also mean that
efforts to promote HCD in government can
be difficult to sustain, as evidenced by the
apparent dissolution of the Argentine Gov-
ernment Laboratory.

Towards a culture of HCD in Latin American
governments

Our Latin American regional expert,
Santiago Bustelo, highlighted

how visual experience is just

one component of HCD - making
services visually appealing without
being accessible or fully functional
for all users does not constitute
human-centred design.

Our regional expert argued that human-cen-
tred design practices must become ingrained
in government practices if public services
in Latin America are to meet the changing
needs of populations, particularly during a
time of rapid digitisation across the region.
Experts we spoke to also highlighted a risk
that governments could erroneously equate
human-centred design with making services
aesthetic, or particularly novel in some re-
spect, as the concept gains traction within
the region. They stressed that visual experi-
ence is just one component of HCD - making
services visually appealing without being ac-
cessible or fully functional for all users does
not constitute human-centred design.

In addition to political vision, Bustelo sug-
gested that more transparency around gov-
ernment's approaches to public service
design could help to create stronger cul-
tures of accountability in this space. In par-
ticular, governments should publish design
standards for public services, and crucially,
put in place mechanisms by which services

are periodically assessed against these
standards. This is important not just for dig-
ital services, but also for in-person services
where without established standards, the
quality of experience is often at the discre-
tion of the person attending service users.
The publication of human-centred design
strategies could also help to drive more
consistent reform across departments, by
setting out a clear vision for HCD from the
centre of government.

Spotlight initiative: ChileAtiende

ChileAtiende is a programme which brings
together nearly 300 public services offered
by multiple Chilean government institutions
into one, unified system.” ChileAtiende pro-
vides these services in different ways de-
pending on the method which best suits the
user: face-to-face or digitally. It also has a
call centre which people can call to receive
help with their service processes.

ChileAtiende’s face-to-face channels, in par-
ticular, demonstrate the country’s commit-
ment to bringing services to those who may
struggle to access them in other ways. Chil-
eAtiende has both permanent physical loca-
tions, as well as mobile venues which bring
services to remote and underserved parts
of the country. Some of ChileAtiende’s per-
manent locations are also inclusive spaces,
offering childcare to the people who come
in to access the services, as well as transla-
tions over live video calls.

Though ChileAtiende’s digital channel unifies
access to the services in one place, it still
has room for improvement. Currently, peo-
ple accessing services through this channel
will be directed away from ChileAtiende and
through to the ministry that offers the ser-
vice to complete it, as the online services
have not been fully integrated yet.

79 ‘Bienvenido a ChileAtiende’, ChileAtiende, accessed 8 September 2022, https://www.chileatiende.gob.cl.
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Nonetheless, ChileAtiende is an exam-
ple which demonstrates how human-cen-
tred design does not mean just prioritising
and improving digital routes. Instead, hu-
man-centred design should involve cre-
ating services to accommodate the many
different needs and preferences of the peo-
ple who will be using the service, working to
ensure that no groups are excluded.

Approximately 6% of Chilean public services
are currently offered through ChileAtiende
and the platform has a higher than 70% ap-
proval rating from those who use the service,
the highest approval rating of any of Chile’s
government service providers. According to
some sources, the country’s efforts to pro-
vide accessible public services goes beyond
ChileAtiende. The BTI Transformation Index,
for example, reports that “Chile exhibits sig-
nificant inclusion in terms of housing, health
care and education”.®

More broadly, however, Chile grapples with
income inequality and low levels of trust in
government, demonstrated by the protests
which broke out in 2019 in opposition to a
decision by the government to increase pub-
lic transit fares.” The protests, which led to
atemporary state of emergency placed over
the country, arose out of frustration with
public services and inequality, in particular
“the increasing cost of living, low wages and
pensions, a lack of education rights, a poor
public health system and crippling inequali-
ty".?? The cause of this recent social unrest
demonstrates that there is still significant
work to be done in Chile to make public
services accessible, inclusive and truly hu-
man-centric.

80 ‘Chile Country Report 2022", BTI Transformation Index, accessed on 8 September 2022,, https://bti-project.org/

en/reports/country-report/CHL.

81 Charis McGowan, “Chile Protests: What Prompted The Unrest?’, Aljazeera, 30 October 2019, https://www.
aljazeera.com/news/2019/10/30/chile-protests-what-prompted-the-unrest

82 Ibid.
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Middle East and North Africa: Regional findings

With expert contribution from Hiba Saleh and Dr Layth Weldali at Design Thinkers Academy

Focus countries: United Arab Emirates, Saudi Arabia, Qatar, Oman, Jordan, Egypt

Overall Index scores and final ranking in Middle East and North Africa
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Summary of scores

The United Arab Emirates leads the Middle
East and North Africa region with a consid-
erably higher overall Index score than any
other country assessed in the report. The
UAE scores exceptionally well in the Service
Experience pillar, due to the country’s strong
results in the survey of perception of pub-
lic services. The UAE also scores well in the
Public Engagement pillar, due to strong re-
sults in the UN e-participation Index, the ex-
istence of feedback channels in all services
assessed through desk research, and strong
results from the survey question assessing
trust in service providers. Despite this there
are still areas for improvement, particularly
when it comes to Accessibility and Inclusion,
and making service work better on mobile
devices and with assistive technologies. The
UAE could also improve the technical maturity
of its core government systems, according to
data from the World Bank.
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Saudi Arabia, which scored 73.87 overall
in the Index, is the second highest ranking
country in the region. Saudi Arabia received
high scores in the Service Experience pillar
due to strong results in the survey of public
perception. Like the UAE, Saudi Arabia also
fell behind in the Accessibility and Inclusion
pillar, due to service pages performing poor-
ly on mobile devices, and a lack of alternative
routes and help and support for many of the
services assessed through desk research.

At 72.47, Qatar received the third highest
score among the countries assessed in
the region. Qatar received particularly high
scores in Technical Foundations and Public
Engagement, due to the existence of feed-
back channels in the sample services anal-
ysed and strong scores in the survey results
on trust in service providers. We heard from
our regional expert, Hiba Saleh, that specific
government entities, in particular the Qatar
Investment Authority, engage in substantial
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public engagement practices.®*® Qatar also
benefits from being a country with a small
population and high GDP per capita, which
our analysis demonstrated is often correlat-
ed with overall Index score. Qatar, however,
struggled in Accessibility and Inclusion, due
to a lack of alternative routes, help and sup-
port, and service pages that work well on mo-
bile devices for the service pages assessed.

Oman, scoring 70.26 overall in the Index,
came in fourth in the region. Oman scored
highest in Public Engagement, due in part
to the presence of feedback channels in the
services assessed, and relatively strong re-
sults in the survey on trust in service pro-
viders. Oman received its lowest score in
Service Experience, demonstrating that
residents often felt unsatisfied with their
experiences accessing public services in
Oman. Our regional expert expressed that
human-centred design is not explicitly on
the agenda of the government of Oman,
though she said that there are some gov-
ernment entities in the country that engage
in human-centred design practices such as
collecting feedback and engaging with local
communities. These entities do so, however,
without explicitly stating that they are prac-
tising human-centred design.

At 63.86, Jordan scores bth overall in the re-
gion. Jordan’s strongest scores are in Tech-
nical Foundations and Service Experience,
where Jordan scores higher than Oman.
Jordan struggles, however, in Public En-
gagement and Accessibility and Inclusion,
demonstrating that the country has more
work to do to include residents in the design
process, make their government websites
accessible on mobile devices and to offer
service users alternative routes.

At 59.85, Egypt receives the lowest overall
score in the region. Egypt receives relatively
low scores in all but Technical Foundations,
where the country outperforms dJordan,
Oman, Qatar and the UAE. Our regional ex-
pert expressed that human-centred design
is not on government agendas in Egypt, and
that it is therefore not a priority for the coun-
try’s government entities.

The United Arab Emirates scored
the highest of all countries
assessed in the Service
Experience pillar. Making public
service processes seamless for
users, as well as developing and
implementing proactive services
are priorities for the UAE.

Service satisfaction in the United Arab
Emirates

The United Arab Emirates scored the high-
est of all countries assessed in the Service
Experience pillar, due to the strength of
the country’s scores in the survey of resi-
dent satisfaction with public services. The
UAE's high scores in the survey results are
supported by the country’'s commitment to
making citizens happy through public en-
gagement and the continuous improvement
of services.

For instance, in 2016 the government created
a Minister of State for Happinessrole, the first
of its kind, with a portfolio which seeks to “in-
spire people, government and the broader
community in the UAE to cultivate wellbeing
as a way of life and enrich the greater happi-
ness of the nation”.?*

83 'OlAinfocus’, Qatar Investment Authority, accessed 9 September 2022, https://www.gia.qa/en/Pages/default.aspx

84 ‘Happiness’, U.AE, accessed 8 September 2022, https://u.ae/en/about-the-uae/the-uae-government/
government-of-future/happiness. Note that the portfolio of Quality of Life and Happiness has since been

transferred to the Ministry of Community Development.

85 'National Programme for Happiness and Wellbeing', U.AE, accessed 8 September 2022, https://u.ae/en/about-the-
uae/the-uae-government/government-of-future/happiness/national-programme-for-happiness-and-wellbeing
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When it comes to public services more spe-
cifically, the government holds service pro-
viders to account through the Global Star
Rating Program, which assesses custom-
er experience and service effectiveness,
as well as the extent to which services are
designed in tandem with the community.®®
Meanwhile, the Mystery Shopper app invites
residents to share in-depth feedback about
their experiences in service centres, to help
the government better understand user
needs and identify areas for improvement.?”

Making public service processes seamless
for users, as well as developing and imple-
menting proactive services are priorities for
the UAE. One of the methods that the UAE
uses to develop, test and implement proac-
tive public services is the country’s Centre
for Government Innovation, which includes
multiple innovation laboratories where gov-
ernment entities, actors in the private sec-
tor and other stakeholders work together
to improve public service processes.® This
acts as essentially a bootcamp for solving
problems with public service delivery.

The UAE's Service 1in-person service cen-
tre also demonstrates the country’s com-
mitment to engaging with users in public
service design. The centre revolves around
the idea of minimising the need for repeat-
ed visits and maximising happiness. At the
moment, the centre offers three “packaged
services”, that allow users to deal with ev-
erything that concerns a marriage, a birth,
or registering a business in one single vis-
it. Service 1 also includes a ‘co-creation’
space where government entities work

with citizens to co-design new and existing
government services. %

An example of one of the UAE's proactive
public services is the country’s Golden Visa,
which allows expats currently living in the
country to gain the right to long-term resi-
dence in the UAE.® Current residents of the
country who are not UAE nationals can apply
for the visa if they are investors, entrepre-
neurs, scientists, frontline workers in fields
such as healthcare, work in the humanitar-
ian sector, or are high school or university
students with high GPAs. In the case of stu-
dents, the government of the UAE proactive-
ly notifies the students who meet the GPA
requirements that they are eligible to apply
for the Golden Visa, in an effort to make the
process as seamless as possible for those
who are eligible.

Human-centred design for local contexts

According to our regional expert, across
MENA, human-centred design practices are
being adapted to local contexts, with an em-
phasis on re-imagining the practice with the
government’s values at the forefront. Sau-
di Arabia’s design practices are an example
of this. Our regional expert confirmed that
the concept of human-centred design is on
the agenda within the Saudi government
and added how it is considered important to
adapt HCD practices to align with the gov-
ernment’s values.

Yesser, Saudi Arabia’s eGovernment pro-
gram, has digitised many of the country’s
services with an emphasis on unifying the

86 ‘Government Services’, U. A. E. MoCA,, accessed 16 September 2022, https://www.moca.gov.ae/en/area-of-focus/

government-service-improvement.
87 Ibid.

88 ‘About us’, Mohammed Bin Rashid Centre for Government Innovation, accessed 8 September 2022, https://www.

mbrcgi.gov.ae/en/about-us

89 'Who we are’, Service 1, accessed 8 September 2022, https://www.sl.ae/English.html

90 ‘Getting the Golden visa’, U.AE, accessed 8 September 2022, https://u.ae/en/information-and-services/visa-and-

emirates-id/residence-visa/getting-the-golden-visa
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digital experience for users, making it easi-
er to navigate platforms and soliciting user
feedback.” Yesser forms part of the Vision
2030's National Transformation plan, which
seeks to achieve government operational
excellence and raise the standard of living
in the country.®” Our expert emphasised how
ensuring that design patterns are culturally
appropriate to the local context is a priority
for Saudi eGovernment teams.

Our regional expert also confirmed that
adapting to HCD to local contexts has been
prioritised in Oman. Whilst the government
of Oman does not explicitly include hu-
man-centred design on their agenda, our
regional expert told us how the Zubair Cor-
poration - an Omani organisation focussed
on the service industry - has worked with
the government to apply HCD in a way which
aligns with local customs.

For example, part of the Zubair Corpora-
tion's work includes handling Oman’s ar-
chaeological sites and cultural heritage.®
When an archaeological site is discovered
in the process of a new construction proj-
ect, for example, the corporation engages
with the local community to determine if the
site belongs to one of Oman’s tribes, and if
S0, engages with the tribe on the ground as
well. This ties in with the results from the
Index scores, where Oman received its high-
est score in the Public Engagement pillar,
demonstrating a commitment to collecting
feedback and engaging with communities
using co-design practices.

Jordan’s young tech talent

Jordan received its highest score in the In-
dexin Technical Foundations. Our expert ex-
pressed that Jordan has some of the highest
levels of digital literacy across the region,
due in part to its young population in com-
parison to other countries in the region®.
Furthermore, as our regional expert noted,
many of Jordan’s young professionals are
employed in the country’s ICT sector. The
OECD reports that Jordan's fast growing ICT
sector is one of the priorities of the govern-
ment of Jordan when looking to spur eco-
nomic growth in the country.®

Though Jordan currently scores relative-
ly low in the Index, our regional expert ex-
pects to see Jordan move towards more
human-centric public services in the future
because of its young population and the
strength of design courses in the country’s
universities. They noted that Jordan has
some internal government design teams, but
that the young people studying design cours-
es in the country’s universities have not yet
fully entered the workforce. Due to its young
tech talent and emphasis on human-centred
design in universities and the private sector,
Jordan may see its human-centred public
services increasing in number and strength
in the coming years.

91 ‘Getto know Yesser’, Yesser, accessed 8 September 2022, https://www.yesser.gov.sa/en

92 ‘National Transformation Program’, Vision 2030, accessed 16 September 2022, https://www.vision2030.gov.sa/

v2030/vrps/ntp/.

93 ‘Arts & Heritage’, The Zubair Corporation, accessed 8 September 2022, https://zubaircorp.com/en/our-

organisation/arts-and-heritage

94 'Youth | UNICEF Jordan’, UNICEF, accessed 11 September 2022, https://www.unicef.org/jordan/youth.

95 OECD,"Promoting investment and business climate reforms in Jordan’s ICT sector,” 17 June 2021, https://www.
oecd.org/mena/eu-oecd-mediterranean-investment/EU_OECD_Issues_paper_ICT_sector_Jordan.pdf
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Challenges with digital literacy

According to our regional expert, one of the
main challenges faced by the MENA region
is a divide between urban centres and ru-
ral areas when it comes to digital literacy. A
2021 report found that inequality in internet
access is largest across the MENA region,
with only 66% of people across the region
having access to the internet.®® Our expert
said that this applies across all countries in
the region, including the Northern Emirates
and rural areas of Saudi Arabia, as well as the
countries which scored lower in the Index.
This digital divide may lead to challenges in
delivering digital public services, as in areas
with low digital literacy there are also lower
levels of trust in the technology that would
deliver those services. Governments across
the region looking to digitise more of their
services in a human-centric manner should
look to address this divide in internet access
and the issues of trust in technology among
some of the communities with lower levels
of digital literacy.

Spotlight initiative: Mabrouk Ma Yak

The UAE integrated eService for newborn
Emiratis Mabrouk Ma Yak? is a clear exam-
ple of the government’s focus on producing
services which minimise time and effort
commitment on the part of residents. The
service allows the newborn’s parents to
easily and quickly obtain all the documents
for their child through the same applica-
tion. After informing the hospital that they

wish to enrol in the service, the parent re-
ceives an SMS confirming enroliment, and
including a link to complete the service on-
line on the Mabrouk Ma Yak Service portal®®,
where they can log in through UAE Pass®,
the single-log platform of the UAE Govern-
ment. There, the parent is only required to
fillin the newborn’s name, upload their pho-
to, and pay for the service's fees. All previ-
ous information is present in the entities’
database.

The Mabrouk Ma Yak service covers the
application for the child’s birth certificate,
passport, Emirates ID, and insurance, and
includes the registration of the child's
name in the population register and to the
family book. Additionally, parents can also
register for an optional health card and,
if they are employees of the federal gov-
ernment, apply for paternity and materni-
ty leaves and child allowance. Documents
can either be home-delivered, or collected
from a service centre. The application can
be tracked at any time through the online
portal, and the father is notified by SMS
once the documents are ready, usually
within 10 days.

Mabrouk Ma Yak was first developed in 2017,
as part of the second cohort of the UAE Gov-
ernment Accelerators'®’, where representa-
tives from various entities work on programs
that are stalled in implementation or im-
pact. Since then, the initiative has been im-
plemented in Dubai and Abu Dhabi 2017 and
the other five Emirates in the early part of

96 Gilgamesh Nabeel, ‘Inequality in Internet Access Is Greatest in MENA Region, Report Says’, Al-Fanar
Media, 3 February 2022, https://www.al-fanarmedia.org/2022/02/inequality-in-internet-access-

greatest-in-mena-region-report-says/.

97 '‘Mabrouk Ma Yak’, U.AE, accessed 10 August 2022, https://u.ae/en/information-and-services/social-

affairs/having-a-baby/mabrouk-ma-yak.

98 'l w3l -'Mabrouk Ma Yak', Government AE, accessed 10 August 2022, https://services.government.ae/nbb/#/
99 'UAE Pass - Your secure national digital identity in the UAE', UAE Pass, accessed 10 August 2022,

https://selfcare.uaepass.ae/.

100°Government Accelerators’, U.AE, 2022, accessed 10 August 2022, https://u.ae/en/about-the-uae/the-uae-

government/government-accelerators.
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2018'°", with the service available in 90+ Hos-
pitals, and now including 15+ entities'’?.

Beneficiaries of the service reported that
the experience was characterised by ease
and speed, saved them time and effort, in-
cluding not requiring them to leave work and
follow several procedures from the same
place'®™. The increased integration also re-
sulted in savings on users' transactions,
government transactions, and hours of gov-
ernment employee time reduced’.

The Mabrouk Ma Yak service is a valuable
example of the benefit that entities’ inte-
gration brings to government services, and
how it can support people in accessing and
benefiting from government services. The
process has strict parameters for eligibili-
ty, as it can only be initiated by a father that
has UAE citizenship, and the couple needs to
be married'®. Non-UAE nationals can obtain
the required documents for their child by in-
dividually applying to each entity. As entities
look to continuously improve their service
offering, they could look to expand these
benefits to cover a wider spectrum of ser-
vice users.

101 ‘Nominee information’, United Nations Public Service Innovation Hub, Public Administration UN,
accessed 10 August 2022, https://publicadministration.un.org/unpsa/en/Home/Case-Details-

Public?PreScreeningGUID=ac03f270-eba4-40c8-a3ab-e8b0e5381983&ReadOnly=Yes&ReturnURL =http://

publicadministration.un.org/unpsa/database/Home/infrastructure-industrialization.

102Mabrouk Ma Yak’, U.AE, accessed 10 August 2022, https://u.ae/en/information-and-services/social-affairs/

having-a-baby/mabrouk-ma-yak.

103"“Congratulations Mayak” .. delights reviewers in Abu Dhabi”, 2018

104Public Administration UN, “Nominee information”

105"Having a baby”, U.AE, 2022, accessed 10 August 2022, https://u.ae/en/information-and-services/social-affairs/

having-a-baby.
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North America: Regional findings

Canada's final score and ranking
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In this first version of the Index, the North
America region only covers Canada.

We had originally included the United States
in the early iterations of the framework. Nev-
ertheless, during early feasibility testing, we
found that the USA's state-based system for
public services did not allow us to conduct a
reliable assessment of human-centred de-
sign practices in the country. More specifical-
ly, we struggled to find a selection of federal
sample services for our desk-research indi-
cators. Given these challenges, we decided
to only cover Canada, with the hope that fu-
ture versions of the Index will also be able to
include the USA.

Canada

Canada is also a federal state, with three lay-
ers of government: federal, provincial, and
local government. Public service delivery is
divided among the federal and provincial gov-
ernments: for instance, unemployment insur-
ance, and patents are a federal responsibility,
while education is a provincial priority. Some
areas, such as pensions or immigration are
under federal-provincial jurisdiction'®®. When
assessing Canada, we analysed a basket of
sample services pages which are managed
by the federal government, including apply-
ing for a passport'”’, registering a death® and
registering a business'””.

106 Jean-Francois Tremblay, “Fiscal Federalism And Public Service Provision In Canada”, Policy Research Institute,
Ministry Of Finance, Japan, Public Policy Review, Vol. 3 (1), December 2007, https://eaber.org/wp-content/

uploads/2011/05/PRI_Tremblay_2007.pdf

107 'Apply for an adult passport in Canada’, Government of Canada, accessed 5 September 2022, https://www.canada.
ca/en/immigration-refugees-citizenship/services/canadian-passports/new-adult-passport/46days-more.html

108'Documents you need’, Government of Canada, accessed 5 September 2022, https://www.canada.ca/en/services/

benefits/notify-government-death/documents.html

109'How to incorporate a business’, Government of Canada, accessed 5 September 2022, https://www.ic.gc.ca/eic/

site/cd-dgc.nsf/eng/cs06642.html

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

51


https://eaber.org/wp-content/uploads/2011/05/PRI_Tremblay_2007.pdf
https://eaber.org/wp-content/uploads/2011/05/PRI_Tremblay_2007.pdf
https://www.canada.ca/en/immigration-refugees-citizenship/services/canadian-passports/new-adult-passport/46days-more.html
https://www.canada.ca/en/immigration-refugees-citizenship/services/canadian-passports/new-adult-passport/46days-more.html
https://www.canada.ca/en/services/benefits/notify-government-death/documents.html
https://www.canada.ca/en/services/benefits/notify-government-death/documents.html
https://www.ic.gc.ca/eic/site/cd-dgc.nsf/eng/cs06642.html
https://www.ic.gc.ca/eic/site/cd-dgc.nsf/eng/cs06642.html

Canada’s scores were particularly
strong in Accessibility and
Inclusion, however, where Canada
ranked highest in the Index, thanks
to consistently high scores in all
indicators making up the pillar.

Canada ranks 4th in our Index. Whilst it is
considerably distanced from the top-three
countries, Canada scored relatively well in all
five pillars. Canada’s scores were particular-
ly strong in Accessibility and Inclusion, how-
ever, where Canada ranked highest in the
Index, thanks to consistently high scores in
all indicators making up the pillar.

On the other hand, the country is negative-
ly affected by a low score in the Technical
Foundation pillar, which is below the global
average. This result is mainly due to the lack
of a single-login system for Canadian public
services, used as a measure of service in-
tegration. Single-login, integrated systems
help create a positive experience for service
users and allow the exchange of information
between government entities. Instead of a
single-login system, people in Canada can
access a long list of different accounts and
portals', each connected to a particular
service, a process which increases the bur-
den on the user.

Nonetheless, Canada’s high scores across
most of the Index indicate that HCD practic-
es in Canada seem to be generally engrained
in public service design and provision. This
commitment is evident in the Government
of Canada Digital Playbook." Still in draft
format, the playbook aims at providing quid-
ance “"to assist the Government of Canada in
digital transformation and augmented ser-
vice delivery, including becoming more ag-
ile, open and user-focused”."”

Still, given that Canada is governed by a
federal system, different provinces apply
human-centred design differently. Good ex-
amples and practices are not lacking: for
instance, the Government of Ontario has its
own service design playbook'™ and a Digi-
tal Service Standard™ that puts user needs
and testing at the centre of the design pro-
cess. The City of Quebec, instead, has set up
a citizen satisfaction survey to inform their
service design.”™ Whilst the country is lack-
ing a federal single sign on service, a num-
ber of provinces have digital ID programmes.
Some, such as Alberta and Saskatchewan
have moved one step forward, and linked the
digital ID to the provincial Personal Health
Record systems, to provide a more integrat-
ed healthcare experience.®

110 ‘Sign in to a Government of Canada online account’, Government of Canada, accessed 5 September 2022,
https://www.canada.ca/en/government/sign-in-online-account.html

111 ‘Government of Canada Digital Playbook (draft), Government of Canada, accessed 5 September 2022,
https://canada-ca.qgithub.io/digital-playbook-guide-numerigue/en/overview.html

12 Ibid.

113 ‘Service Design Playbook’, Ontario, accessed 5 September 2022, https://www.ontario.ca/page/service-design-

playbook

114 ‘Service Design Standard’, Ontario, accessed 5 September 2022, https://www.ontario.ca/page/digital-service-

standard

115 ‘Citizen satisfaction survey with respect to community services’, Government of Canada, accessed 05 September
2022, https://open.canada.ca/data/en/dataset/a3bd1620-93df-42ff-9b72-065e6621b106

116 Michael Klubal, “Service Design: Embracing A Human-Centered Design”’, KPMG, accessed 05 September 2022,
https://home.kpmg/ky/en/home/insights_new/2020/12/service-design.html.
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Spotlight initiative: Service Canada

Service Canada, launched in 2005, offers a
wide range of government services through
multiple alternative routes."” Through Ser-
vice Canada, residents can access and com-
plete public services in person, online, over
the phone and through the mail.

Service Canada’s in-person routes, in partic-
ular, demonstrate a commitment to improv-
ing accessibility by allowing residents to use
public services in the way that works best
for them. Service Canada has 610 perma-
nent in-person locations spread throughout
13 provinces and territories. The system also
has additional mobile outreach centres that
help to reach people living in remote and
isolated areas of the country. This demon-
strates Service Canada's commitment to
bringing public services to residents that
may struggle to access services in other
ways.

Despite this effort, Canada faces challenges
with unequal access to services, especial-
ly among indigenous communities. In 2017,
multiple human rights organisations, includ-
ing Amnesty International Canada, Oxfam
Canada and others issued a joint statement
to the United Nations about the “inequitable
access to essential services for First Na-
tions children.”” The government of Cana-
da still has significant work to do to address
these gaps in essential services for rural and
indigenous communities.

Online, Canadian residents can access and
complete the processes for 72 public ser-
vices, which cover child benefits, pension
plans, disability benefits, employment insur-
ance, passport applications, and social se-
curity, among many other services."

The Canadian government also reqgularly de-
velops new initiatives to improve and expand
access to Service Canada. One of these ini-
tiatives, Satellite-in-a-Suitcase, works to
bring internet connectivity to remote areas
of the country, allowing residents in those
areas to access public services digitally.'**

The government of Canada designed the ini-
tial version of the system based on a series
of extensive citizens surveys conducted in
1998. These surveys sought to understand
the needs and expectations of Canadian
residents in order to develop “an integrated
citizen-centred service strategy”.'””’ The user
needs and priorities which surfaced in the
survey became the basis for the design of
the first version of Service Canada.

Service Canada has served as an inspira-
tion internationally for services including
ChileAtiende, highlighted earlier in the re-
port. Service Canada demonstrates that
human-centred design does not mean just
prioritising and improving digital routes. In-
stead, human-centred design means cre-
ating services to accommodate the many
different needs and preferences of the peo-
ple who will be using the service, working to
ensure that no groups are excluded.

117 OECD, "Digital Government In Chile - Improving Public Service Design and Delivery”, OECD Digital Government Studies,
doi:10.1787/b94582e8-en, https://www.oecd-ilibrary.org/sites/b94582e8-en/1/2/1/index.html?itemld=/content/

publication/b94582e8-en&_csp_=864d08acdfdb1985bef8f2d586727be5&itemIG0=0ecd&itemContentType=book

118 UN Committee on the Elimination of Racial Discrimination, “Inequitable Access To Essential Services For First
Nations Children”, 93rd Session, 31July - 25 August 2017, https://tbinternet.ohchr.org/Treaties/CERD/Shared %20

Documents/CAN/INT_CERD_NGO_CAN_28179_E.pdf

119 ‘Service Canada Programs and Services’, Government of Canada, accessed 14 August 2022, ttps://www.canada.
ca/en/employment-social-development/corporate/portfolio/service-canada/programs.html

120'Improving services for Canadians’, Government of Canada, accessed 14 August 2022, https://www.canada.ca/en/
employment-social-development/corporate/portfolio/service-canada/improving-services.html#2018-november-1

121 OECD, “Digital Government In Chile - Improving Public Service Design and Delivery”
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Sub-Saharan Africa: Regional findings

With expert contribution from Hilda Barasa at the Tony Blair Institute for Global Change

Focus countries: Rwanda, South Africa, Nigeria, Kenya, Tanzania, Cameroon

Overall Index scores and final ranking in Sub-Saharan Africa
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Kenya Rwanda

Our expert highlighted the growing
role of non-state or private actors
in traditional public service delivery
roles as a key challenge facing the
region when it comes to producing
human-centric services.

Summary

Sub-Saharan Africa has the lowest region-
al spread in the Index, and is the only region
without a country which scores in the top
half of the Index. None of the countries score
above average in Service Experience, the
highest weighted indicator measuring peo-
ple’s satisfaction with their public services.

Kenya stands out as the regional leader,
ranking 20th globally. Kenya does particu-
larly well in Technical Foundations, the only

| I I I I I I
0

South Africa

Nigeria Tanzania Cameroon

pillar with a value above the global average.
Kenya does, however, rank lower in terms
of Accessibility and Inclusion, and falls
down when it comes to poor accessibility
of service pages from mobile devices and
a lack of alternative routes for completing
services.

Nonetheless, Kenya is working to improve
service accessibility precisely in terms of
alternative routes. The Huduma programme
seeks “to turn around public service deliv-
ery to ensure citizens access government
services in an efficient manner and at their
convenience”.'”” The programme combines
physical centres across the country with
the deployment of digital technologies to
simplify transaction processes and access
multiple services from a single on-line “one-
stop shop”.'”

122°'Huduma Channels’, Huduma Kenya, accessed 28 August 2022, https://www.hudumakenya.go.ke/index.php/

about/channels.
123 Ibid.
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Ranking 24th globally, Rwanda is second
place in the region, with above-average
scores in Technical Foundation and Public
Engagement. In terms of Accessibility and
Inclusion, Rwanda scores considerably be-
low the global average by almost 20 points.
Similarly to Kenya, Rwanda’s result is also
due to low scores in terms on how services
function on mobile and whether there are al-
ternative routes available. It could be argued
that these low scores are influenced by the
fact that Rwanda and Kenya have low per-
centages of internet users, at 27% and 30%
of the population respectively, and therefore
each country is negatively impacted by the
digital skew in our methodology here (see
Trade offs).™*

Despite these weaknesses, Rwanda's result
does stand out, as it has obtained second
place in the Index rankings even though it
is the lowest income country in the region,
defying a broader trend linking GDP and suc-
cess in the Index.

South Africa and Nigeria are at the 26th and
27th place. Both countries score above av-
erage in terms of Technical Foundations.
South Africa is particularly penalised by a
low score on Public Engagement, mainly due
to the absence of feedback channels in the
sample services analysed. Nigeria, however,
scores above average for both in Technical
Foundations and Public Engagement.

Finally, Tanzania and Cameroon take up the
last two places in the index, ranking respec-
tively 29th and 30th. Tanzania scores almost
5 points above Cameroon in the final score,
a significant difference in scores. Similarly
to both Rwanda and Nigeria, Tanzania has its
higher scores in Technical Foundations, and
Public Engagement. Although its result for

Public Engagement is still below the global
average, other countries ranking higher in
the Index have considerably lower scores for
Public Engagement.

Indeed, the majority of countries in the re-
gion score relatively well in Public Engage-
ment. While our Public Engagement pillar
does not cover all aspects of public engage-
ment - and is as such weighted at 10% - this
broad trend suggests that this could be a
strength in the region, which was confirmed
by our regional expert.

Public engagement in Sub-Saharan Africa

According to our regional expert, Hilda Bara-
sa, human-centred design might be per-
ceived as new terminology for many African
governments. However, the values and prac-
tices that underpin HCD have been taking
place in the region for many years, framed as
public participation initiatives.

We heard that countries like South Africa
and Kenya, among others, have worked to
build public participation into their gover-
nance system, particularly when it comes
to budgetary and planning processes, and
public participation is often a requirement
for public services. Customer satisfaction
surveys are also carried out at various lev-
els of government in Kenya, South Africa
and Rwanda. These surveys help to highlight
gaps in service delivery with the feedback
used in some cases to redesign processes.

In general, there is a widespread practice of
putting people at the heart of public service
delivery in the region, aiming to bring pub-
lic views and feedback into how processes
are designed and decided. According to the
regional expert, the prioritisation of public

124'Individuals Using the Internet (% of Population) - Kenya | Data’, The World Bank, accessed 9 September 2022,
https://data.worldbank.org/indicator/IT.NET.USER.ZS?locations=KE; ‘Individuals Using the Internet (% of

Population)- Rwanda | Data’, The World Bank, accessed 9 September 2022, https://data.worldbank.org/indicator/

IT.NET.USER.ZS?locations=RW
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engagement in Sub-Saharan Africa can also
be attributed to local and village governance
systems and a practice of feeding insights
from there up to the top tier of government.

Indeed, in Kenya, public participationisacon-
stitutional requirement'”® which is reflected
throughout the levels of the decentralised
government. For instance, Makueni county
set up a public participation framework which
enables local communities to have a say in
which development projects their county
government will work on, and gives them first
hand priority in managing the commissioned
projects'?®. Public participation meetings are
conducted in village clusters where the villag-
ers discuss the prioritised projects, choose
which will be implemented in their area, and
village champions or leaders are appointed
supervisors of the projects from develop-
ment to implementation.™’

In Rwanda, the government has introduced
Imihigo: a performance based manage-
ment tool to strengthen strategic planning
and management and improve service de-
livery in the local government system. The
tool is founded on the old Rwandan cultural
practice whereby two parties publicly com-
mitted themselves to the achievement of a
particularly demanding task in front of their
community, which held them accountable
and ran an evaluation process.'?® The Imhigo
system combines a performance manage-
ment system for public servants, a planning

tool that incorporates citizen views, and an
oversight mechanism and ways of using both
social and traditional pressure to achieve
public performance'”. Besides being an ex-
ample of integrated public participation in
the service design and delivery process, Im-
higo also speaks about the impact of a will-
ing political leadership.

Rwanda: the importance of political will

Despite being the lowest income economy in
the region, Rwanda finished in second place
in the regional ranking. According to Hilda
Barasa, the importance of strong leadership
cannot be overstated particularly in setting
incentives for service delivery. Imihigo is an
example of an innovative approach to set-
ting development targets at both local and
national government levels due to a strong
sense of leadership and accountability.

In Rwanda, the political leadership recog-
nized the gap between the country's de-
velopment vision and the outcomes on the
ground, and initiated an outreach through-
out lower levels of government to bring all
levels into a new partnership to deliver on
district-level development plans. Scrutiny
from the president and other high-level of-
ficials put pressure on government workers
at every level to perform. Importantly, the
system does not use any type of monetary
incentive, but fully relies on accountability.™

125 The Clerk of the National Assembly, “Public Participation In The Legislative Process”, Fact Sheet No.27,
The National Assembly of Kenya, accessed 28 August 2022, http://www.parliament.go.ke/sites/default/
files/2018-04/27_Public_Participation_in_the_L egislative_Process.pdf.

126'Public Participation Framework’, Makueni, accessed 28 August 2022, https://makueni.go.ke/public-

participation-framework/.

127 Council of Governors, “A Knowledge-Sharing Report On Makueni Public Participation Model”. Maarifa Centre, accessed
28 August 2022, https://maarifa.cog.go.ke/assets/file/82ec883f-knowledge-sharing-report-makueni-pub.pdf.

128 African Development Bank, “Performance Contracts And Social Service Delivery - Lessons From Rwanda”, African
Development Bank Rwanda Field Office, accessed 28 August 2022, https://www.afdb.org/fileadmin/uploads/
afdb/Documents/Publications/Policy_Brief_-_Perfomance_Contracts_and_Social_Service_Delivery_-_L essons_

from_Rwanda.pdf.
129 Ibid.

130 Ibid.
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In Rwanda, the regional expert argued that
strong political leadership, combined with a
collaborative vision for public services, and
a strong sense of accountability surround-
ing leaders’ performance have helped the
government to work towards public service
transformation despite resource constraints.

Regional challenges: external actorsin
service delivery

Our expert highlighted the growing role of
non-state or private actors in traditional
public service delivery roles as a key chal-
lenge facing the region when it comes
to producing human-centric services. In
Sub-Saharan Africa, a growing range of non-
state actors have become key providers of
public services, partly to substitute failing
public supply, partly to answer a growing
demand. Areas such as education, health,
and security are commonly affected in this
way. 51152

Our expert argued that the growing role of
non-state actors might also make improving
human-centred service design practices a
lower priority for governments in the region.
While HCD practices, particularly public en-
gagement, are entrenched in some of the
focus countries, improving human-centred
design practices requires investing resourc-
es to bring knowledge and skills in-house.
Governments with limited resources that are
outsourcing their services are less likely in-
vesting those resources.

On the other hand, human-centred design
practices can also be integrated into the
region’s services by non-state actors. For
instance, in Rwanda, YLabs created Cy-
berRwanda, a digital platform to improve
the health of urban and peri-urban adoles-
cents in Rwanda, codesigned with over 800
Rwandan young people and 200 parents.’®
5% In South Africa, a consortium of experts
in population health research and program
design used HCD to identify, develop, and an
HIV intervention designed to be male-friend-
ly, as males in South Africa are less likely
than women to know their HIV status and be-
gin and adhere to treatment.’®®

According to the regional expert, applying
human-centred design practices, like co-de-
sign or continuous testing, is a challenge
in the region from a human resources per-
spective. Civil servants are often not versed
in HCD practices and governments lack the
skills and capacity to fully invest in this area.
Paired with the outsourcing of some ser-
vices, this lack of in-house skills both results
in and feeds a reliance on the private sector.
Whilst this model might be inevitable in the
short term given resource constraints, trans-
ferring skills from the private sector into
in-house government teams, will be crucial
to creating more sustainable cultures of hu-
man-centred design in Sub-Saharan Africa.

131 ‘Local And Non-State Actors: A Growing Role In Public Service Delivery - Spotlight 3, Mo Ibrahim Foundation, 5
September 2018, https://mo.ibrahim.foundation/news/2018/local-and-non-state-actors-a-growing-role-public-

service-delivery-spotlight-3.

132 Tayo 0. George, W.K. Olayiwola, M.A. Adewole, Evans S. Osabuohien, “Effective Service Delivery of Nigeria's Public
Primary Education: The Role of Non-State Actors”, Journal of African Development Spring 2013 | Volume 15 #1, 2013

133 Nicole Ippoliti, Mireille Sekamana, Laura Baringer, and Rebecca Hope, “Using Human-Centered Design To Develop,
Launch, And Evaluate A National Digital Health Platform To Improve Reproductive Health For Rwandan Youth”,
Global Health: Science And Practice 9(Supplement 2): S244-S260. doi:10.9745/ghsp-d-21-00220.

134"YLabs", accessed 28 August 2022, https://www.ylabsglobal.org/story.

135 Cal Bruns, “Using Human-Centered Design To Develop A Program To Engage South African Men Living With HIV
In Care And Treatment”, Global Health: Science And Practice 9 (Supplement 2): 29 November 2021, S234-S243,

doi:10.9745/ghsp-d-21-00239.
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Spotlight initiative: PATH, co-design in the
Tanzanian health sector

Since the 1990s, the Tanzanian government
has been applying digital technologies to
public health services, in an effort to col-
lect better data and in turn increase the
quality of public health services, to address
health inequality in the region.”® Strategies
focussed on the kinds of technologies that
should be implemented in order to improve
public health outcomes.”” However, in 2019
the government updated its Digital Health
Strategy to highlight the importance of
user engagement, arguing that “digital
health solutions should respond to clients’
needs through user-centred design to en-
sure responsive, resilient, and inclusive
health systems”.’®

Since the 2019 strategy was published, the
government has entered into a partnership
with PATH, a global non-profit, who have
been working to incorporate human-cen-
tred design into health service provision.™®
A small team of healthcare staff, design-
ers and engineers in Dodoma has been
working to design a digital tool to replace
paper-based systems for tracking compul-
sory visits to supervise the performance of
healthcare facilities.

The team followed a Collaborative Require-
ments Development Methodology (CRDM),
working closely with healthcare professionals
in the form of a User Advisory Board to un-
derstand and accommodate their needs. The
board was made up of a range of different

people, including healthcare practitioners,
patients, managers and administrative staff.

From the User Advisory Board, the team
heard about a number of pain points in the
paper-based system that new designs could
solve. PATH cites an example; formerly there
was no way to verify whether visits had ac-
tually taken place, which was a concern to
some staff who worried about the risks as-
sociated with a lack of verification. In re-
sponse, the new digital system was able
to introduce a requirement for assessors
to log in when a visit, which would register
their coordinates on the system. This gave
staff greater confidence that health facili-
ties were actually visited and fairly evaluated
against their performance targets.

According to Eden Tarimo, a digital health
lead at PATH, involving users in the design
process will increase service uptake; “Health
workers are more likely to use a system they
had arole in making.”?

Whilst consistent user involvement of this
kind clearly has the potential to help teams
build better services, by deepening their
understanding of people’s needs, priorities
and fears, co-design practices are not a sil-
ver bullet for making services human-cen-
tric. To quote Janet Hughes, a civil servant
in the United Kingdom leading a co-design
approach as part of the Future Farming pro-
gramme, has written, co-design practices
require careful expectation management.
Teams need to be clear with users what deci-
sions they have already taken, and shouldn't

136 Geoff Watts, “The Tanzanian Digital Health Agenda”, The Lancet Digital Health 2, no. 2 (1 February 2020): e62-63,

https://doi.org/10.1016/S2589-7500(20)30005-4.
137 Ibid.

138 Tanzanian Ministry of Health, Community Development, Gender, Elderly and Children, “Tanzania Digital Helath
Strategy 2019-2024", July 2019, https://www.healthdatacollaborative.org/fileadmin/uploads/hdc/Documents/

Country_documents/Tanzania/Tanzania_Digital_Health_Strateqgy_2019_-2024.pdf.

139 Joyce Bayona,Celina Kareiva, ‘Designing with the Experts: End Users’, PATH, accessed 24 July 2022, https://

www.path.org/articles/designing-experts-end-users/.
140/bid.
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waste people’s time with codesign if they will
not act upon what they learn.™

Yet even with these caveats, the introduc-
tion of codesign practices to the Tanzanian
health sector provides cause for optimism,
proving that human-centred design prac-
tices aren't only a concern for the wealthiest

of governments. Indeed, the PATH example
demonstrates the heightened importance of
human-centred design in settings where in-
ternational organisations are involved in the
provision of public services, and designers
are less likely to have shared the experienc-
es of the people they are designing for.

141 Janet Hughes, ‘'What We Mean by “Co-Design” - Future Farming’, Gov UK, accessed 24 July 2022,
https://defrafarming.blog.gov.uk/2020/12/11/what-we-mean-by-co-design/.
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India

Rankinregion 4/6 Rankoverall

Technical foundations
Effectiveness

Public engagement
Accessibility and inclusion
Service experience

Overall

Japan

17/30

7.03

70.70

62.63

Rankinregion 6/6 Rankoverall 22/30

Technical foundations

Effectiveness

Public engagement

Accessibility and inclusion

Service experience

Overall

60.

64.63

66.01

40

85.42

69.93

7017

71.75

89.50

89.50
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Jordan

Rankinregion 4/6 Rankoverall 23/30

Effectiveness 65.63

Public engagement _ 49.59
Accessibility and inclusion _ 52.24
Service experience _ n.271

Malaysia

Rankinregion 3/6 Rankoverall 12/30

Effectiveness

76.65

Accessibility and inclusion 58.63
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Kenya

Rankinregion 1/6 Rankoverall 20/30

Technical foundations 86.47

Effectiveness 65.33

Accessibility and inclusion

Mexico ]

Rankinregion 4/6 Rankoverall 15/30

o

Effectiveness 66.03
Accessibility and inclusion _ 74.31

Overall n32
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Moldova g

Rankinregion 6/6 Rankoverall 18/30

Technical foundations _ 63.29
Effectiveness 81.52
Public engagement _ 81.91
Accessibility and inclusion _ 74.31
Service experience _ 67.34

Nigeria ‘n

Rankinregion 4/6 Rankoverall 27/30

Effectiveness 52.81

Accessibility and inclusion
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New Zealand
Rankinregion 2/6 Rankoverall 7/30
Technical foundations 89.27
Effectiveness 84.23
Accessibility and inclusion 78.89
cvrt I o
< —

Oman

Rankinregion 3/6 Rankoverall 16/30

Effectiveness 66.94

Public engagement 88.64

accessiiityanainciuson [ ses2
I,

6.64

Service experience

Overall 70.26
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Qatar ]

Rankinregion 2/6 Rankoverall 14/30

Effectiveness 79.21
Accessibility and inclusion 55.44

]

Saudi Arabia

Rankinregion 1/6 Rankoverall 10/30

Technical foundations _ 89.77
Effectiveness 71.66
Public engagement _ 75.81
Accessibility and inclusion _ 57.33

Service experience 80.61

Overall 73.87

!
5
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Rwanda —

Rankinregion 2/6 Rankoverall 24/30

Technical foundations 82.32

Effectiveness 69.90

Public engagement .92

Accessibility and inclusion 47.44

Service experience 66.39

Overall 62.85

Singapore -

Rankinregion 1/6 Rankoverall 2/30

Technical foundations 88.90

Effectiveness 91.23

Public engagement

Accessibility and inclusion 83.89

Service experience 84.69

Overall

94.32
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South Africa

Rankinregion 3/6 Rankoverall 26/30

Effectiveness 68.16
Public engagement _ 45.87
Accessibility and inclusion _ 50.56

58.48

Service experience

Tanzania /|

Rankinregion 5/6 Rankoverall 29/30

Technical foundations _ 59.78
Effectiveness 62.67
Public engagement _ 62.64
Accessibility and inclusion _ 49.83
Service experience _ 57.58
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Spain .

Rankinregion 5/6 Rankoverall 9/30

Effectiveness 74.40

Accessibility and inclusion 76.04

Service experience 74.88

T4ty

Overall

United Arab Emirates —

Rankinregion 6/6 Rankoverall 1/30

Technical foundations _ 84.35
Effectiveness 84.63
Accessibility and inclusion [ 76.50
Service experience _ 89.37
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United Kingdom

Rankinregion 3/6 Rankoverall 5/30

Technical foundations _ 7761
Effectiveness 80.30
Public engagement _ 74.04
Accessibility and inclusion _ 78.97
Service experience _ 81.03
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AR

Uruguay

Rankinregion 1/6 Rankoverall 6/30

Effectiveness 74.47
Public engagement

I

Service experience
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Accessibility
and inclusion

Weight

UAE
Singapore
Finland
Canada
United Kingdom
Uruguay
New Zealand
Germany
Spain

Saudi Arabia
Chile
Malaysia
Argentina
Qatar
Mexico
Oman

India
Moldova
Brazil

COE]
Indonesia
Japan
Jordan
Rwanda
Egypt
South Africa
Nigeria
Bolivia
Tanzania

Cameroon
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Government
effectiveness

Weighted
final score
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Developing the Index framework

In this section we detail the steps taken to design and implement the framework and its ac-

companying analysis.

1. Informal conversations with
international experts in service design
In order to establish a set of internation-
ally applicable principles of human-cen-
tred design, we reached out to experts in
the design community to speak informally
about how they would define human-cen-
tred design in practice, and how it might
be measured. These discussions were
invaluable in shaping our early thinking,
serving to both validate and challenge our
initial assumptions around what consti-
tutes a human-centric-service.

Activities

oRie What are the

What is
invested?

actions
required?

Outputs
What are the
documents /
teams / tools

produced?

2. Developing a theory of change and a

draft framework

Following the expertinterviews, we devel-
oped a theory of change of human-cen-
tred public service design, which details
how resources invested into human-cen-
tred design by governments can translate
into positive impacts for service users."?
Alongside discussions with experts the
theory of change would help us to iden-
tify core components of human-centred
design, which we then drew upon when
creating the first version of our scoring
framework.

Outcomes
What are the
expected
results of the
initiative?

Impacts
What are the

expected
long term
results?

Figure 1: our theory of change structure. The theory of change is available to view here

https://miro.com/app/board/uXjVPfj9GUg=/

142 Our theory of change addresses the steps governments can take to design and deliver more human-centred public
services, and the short and long-term impacts of having public services that are human-centric. For a good description

of what a theory of change is and its value, please see: https://www.nesta.org.uk/toolkit/theory-change/
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We shared a draft of our theory of change
through blogs and social media posts with
the human-centred design community for
feedback, receiving over 50 comments
and suggested additions. We then held
internal workshops to collate insights
around broad themes, before working to
draft an initial version of the framework
which sought to establish metrics for
these thematic areas.

. Continuously testing the framework
Having created an initial draft of the
framework, we continuously tested and
iterated our approach. We tested each
new version in a randomly selected coun-
try from the Index in order to determine
the feasibility of collecting data as pro-
posed for each indicator. We revised the
indicators and scoring methodology and
developed a new version of the frame-
work on the basis of feedback from these
test sessions. In total, we drafted ten dif-
ferent versions of the framework.

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

4, Designing an international survey

During this step, we carefully designed a
survey which would be launched across
the 30 countries to assess people’s expe-
riences with public services in their home
country. The survey sought to answer the
overarching question: how satisfied are
residents with the design and delivery of
the public services offered by their coun-
try? We drafted the questions we wanted
to ask survey participants, then iterated
the survey several times by getting feed-
back from team members on usability,
working to ensure that the survey could
be easily understood by participants.

. Working with regional experts

Along with developing the framework and
indicators to use to assess countries in
the Index, we also conducted in-depth
interviews with experts to help inform
our qualitative analysis of the regions
and case studies included in this report.
We identified experts in human-centred
public services with specific knowledge
about each of the regions included in
our report, and asked them to fill out an
expert questionnaire. We then held a fol-
low-up interview with the experts to dis-
cuss their survey responses and surface
case studies which could lend depth to
our global and regional analyses.
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Service webpage-based indicators

One of the aims of this Index was that desk
research would focus not just on whether
or not a country had published standards
for service design, or strategy documents,
or other relevant policy papers.These don't
necessarily translate into real-life benefits
for users. Instead we sought to explicitly as-
sess ‘live’ government services themselves
across the 30 countries.

To achieve this, we took a sample of three
online service pages from each country.
This involved running web tests for acces-
sibility, as well as search engine optimi-
sation scores (how easy services are to
find via search engines) and technical best
practices. We also looked at the informa-
tion provided , to discern whether or not
the government is clear about the require-
ments for completing the service, for ex-
ample. This approach was partly inspired by
work carried out by Public Digital to rethink
the European Commission’s annual eGov-
ernment Benchmark, which also used a

combination of quantitative measures from
online tests and service experience indi-
cators to measure success in 16 services
across three countries.'

For service webpage-based indicators, we
chose to assess basic transactional ser-
vices, which were most likely to be acces-
sible across varying international contexts.
These include applying for a passport, reg-
istering a business, and registering a death
— services from across various points in the
human lifecycle which we felt were likely
to be managed by different ministries in all
countries. This approach has obvious trade-
offs in that three government services can
never be fully representative of total public
service offering in a country. However, tak-
ing a smaller sample of services allows us to
directly assess the quality of service infor-
mation available online for some indicators,
which would not have been feasible with
larger numbers.

143 Gavin Freeguard, ‘Rethinking the Benchmark: Improving How Digital Public Services Are Compared across
Countries’, Public Digital, accessed 11 September 2022, https://public.digital/2022/04/04/rethinking-the-
benchmark-improving-how-digital-public-services-are-compared-across-countries.
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Pillars and Indicators

In the following section, we present in greater detail the international princi-
ples of HCD that we have chosen to focus onin this Index, and a more in-depth
discussion of each of the pillars and indicators used to score the countries
evaluated.

Pillar 1- Service experience

This pillar looks to measure how users themselves experience services, through
acombination of survey indicators and desk research based on a sample of ser-
vices from each country.

Indicator Description Rationale for inclusion

Overall How satisfiedare Human-centric services should Survey question
satisfaction  people overall with prioritise user needs. When a
with service their experience  service is carefully designed to meet
of public services? anindividual's needs they are more
likely to be satisfied with their overall
experience of the process.

Note that this indicator is limited in
the sense that ‘satisfaction’is not
necessarily an appropriate metric for
all public services. An individual is
perhaps unlikely to report that they
are ‘happy’ with their experience of
paying taxes, for example.

Ease of use How easy do Usability is a key component of a Survey question
people find it human-centric service. People using
to use public the service should find the process
services? easy to complete; the service should

make it clear what they need to do to
advance through the service steps.

Time / How satisfiedare Human-centric services should Survey question
efficiency people with the not be unnecessarily lengthy to

time and effort complete, and where possible should

taken to complete remove time-burden from the user.

aservice?
Clarity of How clear do Human-centric services should Survey question
information  people find the prioritise making service

information on information easy to understand, and

public services shouldn't require any unnecessary

available to them? cognitive effort to use.
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Indicator

Description

Rationale for inclusion

Source

Desk research across three services in
each country. Countries receive scores
from O to 2. Countries receive:

1 point if the purpose of a service is
explained (without unexplained jargon or
acronyms); and

1point if the service steps are explained.

If neither criteria is met then countries
receive 0 points.

Desk research across three services in

clear up-front about what they expect each country. Countries receive 1point if

Clarity of Do public services Human centric services should
information  tell people what make their purpose clear, so that
(service the purpose of people can understand what they
purpose) a serviceis, and will get from completing the service.
what they need to  In some cases, this might mean
do to complete it? that people do not waste their time
completing a service that ultimately
will not help them.
Clarity of Do public services Human centric services need to be
information  tell people who
(user is eligible to use of their users so that users can;

expectation) them, what they

need to complete a)
the service, and

how long the

process takes? b)

When it comes to what constitutes a ‘good’
or human-centric service experience, some
principles were simple to establish. Based
on initial workshopping at the start of the
project, we agreed that people should find
public services should be easy to use and
access. They shouldn't take longer than
necessary to complete, and the informa-
tion they present to users should be well
explained. We also asked participants how
satisfied they were overall with their expe-
rience of public services in the country they
live in, to evaluate the extent to which peo-
ple feel their country’s public services work
for them.

However, as raised in some of our discus-
sions with human-centred design advisors,
asking people what they think of services
might not be, in isolation, the best way of
measuring success in human-centric ser-
vices. Perceptions of what makes a public
service ‘good’ from a HCD perspective, may
be shaped by a number of factors, including

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

Ensure that they are eligible to
complete the service, and not
waste time if they are not
Prepare any required
documentation, or to pay fees

c) Setaside an appropriate amount
of time to complete the service

the government provides information on
what users need to complete a service
(documents and cost)

Countries receive 1point if the
government provides information on how
long the service takes to complete (note
that isis service process, not outcome
delivery)

Countries receive 1point if the
government provides information on
the eligibility criteria for completing the
service (who is eligible)

general political attitude towards govern-
ment, and the quality of services that the
user has been faced with in the past (which
could vary across countries). Therefore, in
addition to survey-based indicators, the Ser-
vice Experience pillar also includes two desk
research-based indicators, both of which
assess the quality of information provided
across sample services in each country.

Here, our framework takes particular in-
spiration from Lou Downe’s principles of
good services, particularly principles 3 and
4 which, respectively, outline how services
should clearly explain their purpose, and set
clear expectations for users. More specifi-
cally, we rank countries based on whether
their sample services explain their purpose
and service steps clearly, without jargon,
and in terms of whether or not they clear-
ly outline user expectations, including how
long a service takes to complete, who is el-
igible, and what they need to complete the
service.
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Pillar 2 - Accessibility and Inclusion

This pillar seeks to measure the extent to which public services in a country are
accessible for everyone.

Accessibility and inclusion are two of the core principles of human-centred
design. This Index defines accessibility as designing services to make them
available to groups of people with differing user needs, and in particular mak-
ing services available to people with accessibility needs. Inclusion is a broader
term, but we define it in this Index as designing services to make them equita-
ble in terms of access for all groups of people.

We combined accessibility and inclusion into one pillar because we felt that,
though different concepts, the indicators we developed to measure them had
important similarities. In particular, the Help and Support indicator, which we
considered to be one of the ways to measure accessibility, as having tailored
help and support available makes it easier for more people to access and use
services, and address any problems, tied quite closely to the Alternative Routes
indicator, which we considered to be more a measure of inclusion.

Indicator Rationale for inclusion

Description

Human-centric services should

be easy to find and to access for a
range of people. The way that people
wish to access services will vary
according to user needs, so services
should be offered via multiple
channels for maximum accessibility.

Ease of
access

How easy do
people find it to
access public
services?

Survey question

Human-centric online service
pages need to be accessible

to all, including people using
screen readers, or assisted digital
technology.

Is the information
page about the
service and/ or
the ministry page
which leads to the

Accessibility
(online pages)

Primary research on sample services.
This indicator is scored by analysing the
accessibility of the information page
about the service and/or the ministry
page which leads to the service in

service able to be
used by people
with accessibility
needs?

Web.dev.""* Pages are scored based
on criteria such as measuring whether
screen readers and other assistive
technologies can interpret values and
text, among other measures.

Mobile Is the information  Whilst more than 75% of the world’s ~ Primary research on sample services.
service page about the population own a smartphone, less  This indicator is scored using Google’s
access service and/or than half have computers.'**"® Page Speed Insights tool to evaluate

the ministry page
which leads to the
service designed
to be user-friendly
on a mobile
device?

Human-centric public services need
to be accessible in a user friendly
layout on mobile devices.

144"About web.dev”, https://web.dev/about/

145'Global Smartphone Penetration 2016-2020', Statista, accessed 12 August 2022, https://www.statista.com/
statistics/203734/global-smartphone-penetration-per-capita-since-2005/

whether the information page about the
service and/or the ministry page which
leads to the service passes the Core Web
Vitals Assessment for mobile devices.

If the page passes the Core Web Vitals
assessment, it receives a score of 1. If it
fails, it receives a score of 0.

146'Share Of Households With A Computer Worldwide 2005-2019', Statista, 12 August 2022, https://www.statista.
com/statistics/748551/worldwide-households-with-computer/
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Indicator

Description

Rationale for inclusion

Source

Alternative
routes

Are there multiple
routes that
people can use

to complete the
service from end
to end?

Does the
government offer
two or more ways
for people using
the service to
speak directly
with a person for
help?

Help and
support

SEO Is the information
page about the
service and/or
the ministry page
which leads to

the service able

Not all users will want, or be able,
to access services via the same
channels. Some might prefer digital
mediums, whilst others require an
in-person process. Human-centric
services should offer multiple
channels for access, to account for
varying user needs.

Sometime’s users require tailored
personal support to complete a
service; human-centric service
should offer this by offering a phone
number, not just email addresses or
chatbots.

People need to be able to easily
access information about their
public services online. Human-
centric service information pages
will be easy to find by entering
relevant terms into a search engine.

Primary research on sample services.
Countries receive a point if they offer
two or more ways to complete a service
end-to-end.

Primary research on sample services.
Countries receive one point if they offer
a working phone number to contact a
person directly for help.

Primary research on sample services.
This indicator is scored by analysing

the use of SEQ best practice of the
information page about the service and/
or the ministry page which leads to the
service in Web.dev. Pages are scored

to be easily found
through search
engines? A page
that is difficult
to find becomes
inaccessible for
many people.

The Index looks to measure accessibility and
inclusion through a combination of survey
and desk research-based indicators. The
survey-based indicator asks respondents
how easily they are able to access public
services, with their responses feeding into
scores in this pillar.

Based on primary research conducted on-
line, the Alternative Routes indicator asks
whether governments provide residents
with multiple methods to complete a ser-
vice end-to-end in order to make the ser-
vice accessible to as many groups of people
as possible.

The Accessibility and Inclusion pillar also as-
sesses whether people completing the ser-
vice can receive tailored help and support by

on criteria including titles and meta
descriptions, which help search engine
users determine if a page is relevant to
their search, as well as the presence of
descriptive text, which allows search
engines to better determine if the
content is relevant to a search.

contacting a person about the service pro-
cess. In the Help and Support indicator, we
looked to see whether countries offered a
phone number, which users could use to get
support from a real person (as opposed to
automated webchat, for example).

The Index further evaluates whether the
information pages about the public ser-
vices, or the pages which lead to the on-
line service itself, can be used by people
with accessibility needs such as screen
readers. We also scored countries on their
search engine optimisation (SEQ), as it is
important that the information about pub-
lic services be found easily through search
engines to improve the accessibility of the
service.'”’

147 This decision was inspired by work carried out at Public Digital to rethink the European Commission’'s Annual
eGovernment benchmark. See ‘Rethinking the Benchmark: Improving How Digital Public Services Are Compared
across Countries’, Public Digital, accessed 11 September 2022, https://public.digital/2022/04/04/rethinking-the-
benchmark-improving-how-digital-public-services-are-compared-across-countries.
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Finally, the Accessibility and Inclusion pillar
evaluates whether the information pages
about the services are designed in a manner
that make them easy to use on mobile de-
vices. This is important in making services
accessible because, while more than 78% of
the global population owns a smartphone,™®

148 Statista, ‘Global Smartphone Penetration 2016-2020°

less than half of households around the world
have a computer. " In developing countries,
only a third of households have a computer.
Delivering the online information about pub-
lic services in a way optimised for mobile de-
vices is essential to making those resources
accessible to people without computers.

149 Statista, ‘Share Of Households With A Computer Worldwide 2005-2019’
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Pillar 3 - Effectiveness

This pillar seeks to evaluate whether residents of a country feel they get the
outcomes they need from public services. It broadly evaluates the extent to
which public services in a country follow the fourth principle of good service
design, to ‘enable each user to complete the outcome they set out to do’. The
pillar includes two indicators, both based on surveys of public perception.

Indicator

Description

Rationale for inclusion

Source

How do residents
of a country
perceive the
quality of public
services, the civil
service and the
effectiveness of
their government?

Government
effectiveness

Outcome
delivery

Do people feel

needed from a
public service?

Having human-centred public
services is likely to affect user’s
perception of the quality of
public services and of the overall
effectiveness of government.

Good human-centric services need
they got what they to allow people to get what they need
where they are eligible, and point
them to other ways of getting what

Scores from World Bank Worldwide
Governance Indicators™®

Survey

they need when they are not.

The first indicator, Government Effective-
ness, is based on scores taken from the
World Bank's Worldwide Governance Indica-
tors. This dataset measures public percep-
tions of the ‘quality of public services, the
quality of the civil service and the degree of
its independence from political pressures,
the quality of policy formulation and imple-
mentation, and the credibility of the govern-
ment’'s commitment to such policies’.”™ The
indicator sets a baseline for demonstrating
how residents of the country feel about the
effectiveness of their government and pub-
lic services in delivering upon policy goals in
their country.

The second indicator in this pillar is based
on data collected in our survey. The survey
asks participants to reflect on their most

recent experience using a public service,
and to rank the extent to which they feel
they got what they needed from the ser-
vice. This indicator adds specificity to this
pillar by focusing on people’s experiences
with the outcome of public services in their
country.

Though similar to the World Bank’s govern-
ment effectiveness scores, this indicator
does not duplicate the previous indicator as
it is focused specifically on people’s experi-
ences with the most recent public service in
their country that they have accessed. Still,
to account for the danger of duplication, we
have reduced the weighting of the World
Bank government effectiveness indicator to
contribute less to a country’s overall score
for this pillar than the results of our survey.

150°'Govdata360: Government Effectiveness’, The World Bank, accessed 12 August 2022, https://
govdata360.worldbank.org/indicators/h1c9d2797?country=ARE&indicator=388&viz=line_

chart&years=1996,2020&indicators=944
151 Ibid.
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Pillar 4 - Public engagement

Fundamentally, government teams seeking to build human-centric services
need to involve users in their design processes. Our Index largely focuses on
the ways in which services themselves are human-centric, asking whether or
not services are accessible and inclusive, well received by users, technically
robust, and provide effective outcomes. In contrast, this pillar seeks to offer
some insight into the extent to which HCD practices are evident in the behind
the scenes functionings of government.

Indicator Rationale for inclusion Source

Description

Scores from the
UN e-Participation
Index 20202

Human-centred services
should be developed
including service users in the
process.

E-participation
and co-design

To what extent do governments

use online services to facilitate

the provision of information by
governments to citizens (e-information
sharing), interaction with stakeholders
(e-consultation) and engagement in
decision-making processes (e-decision

making)?
Inviting user Do government services actively solicit  People’s feedback is Primary research
feedback user feedback? fundamental to understand on sample services.

Survey: trust in
government

How much do people trust the

them with public services?

The pillar draws upon an existing dataset in
the form of the 2020 UN eParticipation rank-
ings, which assess the extent to which gov-
ernments facilitate citizen participation in
public decision making which impacts the
well-being of society. Crucially for this In-
dex, the e-Participation survey-based data
indicates the extent to which governments
interact with citizens when designing public
services (e-consultation), and the extent to
which governments empower citizens in to
participate in the co-design on public policy
and services (e-decision making).”s*

government organisations providing

Countries are
awarded one point if
they actively solicit
user feedback on

whether services work for
the people who use them.
Good human-centred
services should actively

invite users to provide the service.
feedback.
Good human-centred Survey

services positively affect
the relationship between
people and their government
organisation.

In addition, we have also conducted desk re-
search to ascertain whether or not govern-
ments collect user satisfaction data for their
public services. A further ‘service indicator’
also considers whether or not government
services offer clear avenues for people to
leave feedback on their services, complain, or
appeal a decision. Finally, we include our own
survey data on trust in government service
providers, based on the assumption that de-
partments which are more transparent about
their decision making, encourage feedback,
and embrace co-design practice will inspire
greater trust. Trust in government, however,

152"E-Participation Index”, UN E-Government Knowledgebase, UN Public Administration, accessed 12 August 2022,
https://publicadministration.un.org/egovkb/en-us/About/Overview/E-Participation-Index.

153 Ibid.
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can be affected by a range of other factors as
well, therefore this indicator is de-weighted.
Detailed information on the weighting of the
different pillars and indicators for the Index
can be found in the Annex.

Getting a good sense of the internal workings
of governments is a challenge, given that this
first iteration of the Human-Centred Public
Services Index largely relies upon the exter-
nal assessment of services and processes.

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

Given that we cannot directly measure the
extent to which governments have commit-
ted to user research, or co-design practic-
es, this section of the Index carries a lower
weighting than other pillars. In future itera-
tions of this project, it is our hope to expand
this pillar using government self-assessment
techniques, which engage with government
practitioners internationally to get a sense
of the extent to which HCD practices are em-
ployed within their service teams.
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The Technical foundations pillar analyses whether countries have the basic technical and
legal infrastructure in order to protect the personal data of its residents, and to deliver
safe, secure and reliable services. Most of the indicators in this pillar use data drawn from
other relevant international indices. These indicators are grouped together because they
concern the quality of a country’s basic infrastructure necessary for designing and deliv-
ering good quality public services. None of these indicators, however, pertain specifical-
ly to human-centred design. Therefore, while this pillar adds valuable context, it has been
de-weighted in comparison to other pillars that more specifically relate to user experience.

Cyber How well is the Government services need to be well Country scores from the ITU's
security country equipped protected against cyber attacks, to prevent Global Cybersecurity

to handle cyber  outages and protect users’ data Index™*

attacks?

Government How matureare  Efficient and technically robust government  Scores from the World Bank's

system the government's services need to be built on a strong GovTech Maturity Index Core
technical core systems? technical architecture, which includes Government Systems Indicators™®
maturity the government’s cloud, interoperability

platforms and open source solutions.

Service Does the country Integrated public services help create a Desk research
integration offerasingle positive experience for service users. Service
log-intoaccess integration allows exchange of information
multiple public between government entities, and for the
services? user to be directed to the most appropriate
service even if they do not initially start in the
correct location.

Technical To what extent Following technical best practices is Desk research on sample services.

best does the service essential for increasing the usability Scored by analysing the Best

practices web page follow  and technical robustness of government Practice score of the information
technical best webpages. page about the service and/or
practices? the ministry page which leads

to the service in Web.dev. Pages
are scored based on criteria

such as avoiding scripts with
known vulnerabilities, avoiding
deprecated APIs, and using HTTPs,
among other measures.

Data Does the Data protection legislation is essential for UNCTAD Global Cyberlaw
protection  country have helping to ensure the protection of citizen's  Tracker™®
legislation  data protection  personal datain government online services

legislation?
Electronic Does the E-transaction regulation recognizing the UNCTAD Global Cyberlaw
transactions country have legal equivalence between paper-based and  Tracker™
legislation  e-transaction electronic forms of exchange is a prerequisite

legislation? for users to pay service fees online.

154 International Telecommunication Union, “Global Cybersecurity Index 2020", ITU Publications, https://www.itu.int/
dms_pub/itu-d/opb/str/D-STR-GCI.01-2021-PDF-E.pdf.

1565 ‘GovTech Maturity Index’, GovTech: Putting People First, World Bank, accessed 11 September 2022, https://www.
worldbank.org/en/programs/govtech/gtmi.

156 '‘Data Protection And Privacy Legislation Worldwide’, UNCTAD, last modified 14 December 2021, https://unctad.
org/page/data-protection-and-privacy-legislation-worldwide

157 ‘E-Transactions Legislation Worldwide’, UNCTAD, last modified 14 December 2021, https://unctad.org/page/e-
transactions-legislation-worldwide.
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Cybercrime

legislation  have cybercrime

legislation? e-services

Several of the indicators included in this
pillar address aspects associated with the
protection of personal data and cybersecu-
rity. One of the 15 Principles of Good Service
Design states that good services should ‘en-
courage the right behaviours from users and
service providers’ such as not encouraging
users to provide data without knowing how
it will be used. These indicators seek to ad-
dress that aspect of good service design.'*

The Cybersecurity indicator takes countries’
scores from the International Telecommu-
nication Union’s Global Cybersecurity Index,
which measures the states’ commitment to
cybersecurity. This is essential to good ser-
vice design because government services
need to be well protected against cyber at-
tacks to prevent outages and protect users’
data. The Cybercrime legislation indicator
and the Data protection legislation indica-
tors also address how well-protected resi-
dents of a country are against the misuse of
their personal data.

Other indicators address the robustness
of the government’s own systems and web-
pages. The Government system technical
maturity indicator scores the robustness
of the government’s technical architecture,
including cloud, interoperability platforms
and open source solutions. The Technical
best practices indicator scores the extent to
which the information pages about the spe-
cific transactional services analysed in this
Index conform to best practices which in-
crease their usability and robustness.

Does the country Cybercrime regulation helps to ensure that
service users are protected when accessing

UNCTAD Global Cyberlaw
Tracker's®

The Service Integration indicator, the only
desk research-based indicator in this pillar,
looks at whether the country offers a sin-
gle sign-on system to allow users to access
multiple public services. This is important
to measure because a single-login system
helps services to be ‘agnostic of organisa-
tional structures’, another principle of good
service design.™®®

The final indicator included in this pillar con-
cerns whether countries have adopted elec-
tronic transaction legislation. These laws
recognise the legal equivalence between
paper-based and electronic forms of mone-
tary exchange, a prerequisite for conducting
transactions online. These laws would be es-
sential to have in place for any country that
offers online public services that require
monetary exchange, such as passport appli-
cations where fees must be paid online.

This pillar, though it scores countries on as-
pects that are essential to have to deliver
human-centred public services, has been
de-weighted so that it contributes less to
a country’s overall score in the Index than
some of the other, arguably more important
pillars. Though all of the aspects measured
in this pillar are necessary for human-cen-
tred design, none of them specifically ad-
dress the experience of users, which this
Index seeks to prioritise.

158 'Cybercrime Legislation Worldwide’, UNCTAD, last modified 14 December 2021, https://unctad.org/page/

cybercrime-legislation-worldwide.

159 Lou Downe, Good Services, Amsterdam: BIS Publishers B.V(2020).
160°Principle 7—15 principles of Good Service Design’, The School Of Good Services, accessed 29 August 2022,

https://good.services/principle-7
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Weightings

We adjusted the weightings of our pillars to reflect our values about the core
principles of human-centred design and to adjust for areas where we found it
more difficult to collect robust data. The individual indicators making up the
pillars are all equally weighted.

The pillars weighing is summarised in the table below:

Pillars

Service
experience

Accessibility
and inclusion

Government
effectiveness

Public
engagement

Technical
foundations

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

Numerical
weighting
(out of 100)

Indicators

Overall satisfaction with service

Ease of use
Time / efficiency
Clarity of information

Clarity of information (purpose)

Clarity of information (user
expectation)

Ease of access
Accessibility (online pages)
SEO

Mobile service access

Alternative routes

Help and support

Government effectiveness
Outcome delivery

e-Participation Index
Feedback channels

Trust in government

Legislation

Cyber security

Government system technical
maturity

Service integration

Technical best practices

Type of data

Survey indicator

Survey indicator

Survey indicator

Survey indicator

Primary research into service
webpages

Primary research into service
webpages

Survey indicator

Primary research into service
webpages

Primary research into service
webpages

Primary research into service
webpages

Primary research into service
webpages

Primary research into service
webpages

Existing index data
Survey indicator

Existing index data

Primary research into service
webpages

Survey indicator

Existing index data
Existing index data
Existing index data

Primary research
Primary research into service
webpages
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First, we chose to make the Service Expe-
rience pillar worth 50% of a country’s over-
all score in the Index. We did this because
we felt, above all, that this pillar reflected
our values in terms of what is most import-
ant to human-centred design. This pillar is
based largely on indicators taken from the
survey which have to do with how residents
of a given country experience the public ser-
vices they have used. To us, the core of hu-
man-centred design is making a service that
works well for the people that use it, so we
felt that this pillar was the most important.

We decided that Accessibility and Inclusion
should be worth half of the remaining score.
Therefore, the Accessibility and Inclusion
pillar is 25% of a country’s final score in the
Index. The Accessibility and Inclusion pillar
looks at the extent to which governments use
to make their services available and acces-
sible to everyone, equally, which is another
core principle of human-centred design. We
felt accessibility and inclusion are vital and
core principles of human-centred design.

The remaining percentages are shared be-
tween the last three pillars. Of these, Govern-
ment Effectiveness and Public Engagement
contribute each to 10% of the total score.
The Government Effectiveness pillar, broad-
ly, evaluates the extent to which services
actually deliver on their promised outcomes,
a necessity for human-centred services.
Though we consider Public Engagement to
be a core principle of human-centred de-
sign, as involving stakeholders and the pub-
lic in the design process is very important
for designing services that address people’s
needs, we found it challenging to collect suf-
ficient, high quality data for this pillar.

Last, the Technical Foundations pillar ac-
counts for 5% of the total score. While the
pillar is based on robust data taken for the

most part from secondary indices, we con-
sider it to be less important to our core
values for human-centred design. Though
it is important for countries to have these
foundations in place in order to deliver hu-
man-centred public services, these met-
rics do not relate to human-centred design
specifically. Furthermore, we felt that if we
weighted this pillar too highly, it would risk
placing countries with lower levels of digi-
tal development at a disadvantage though
these countries may, regardless, offer high
quality human-centred services to their
residents.

Country selection

Several priorities guided our selection of the
30 countries to include in the Index. Our first
and most important priority was that the In-
dex needed to be globally representative. We
considered it important to include countries
from every region of the world and essential
that the Index include a mix of countries clas-
sified as high income, middle income, and
low income within their respective regions.

Our second priority was that the countries
included have sufficient variation in geog-
raphy and income to allow for cross- com-
parison. Our third and final priority was that
countries have a large enough population to
allow for effective survey sample sizes.

To select our list of target countries, we ob-
tained the most up to date data from the
World Bank's 'The World by Income and Re-
gion’ classification®. To create the five re-
gions for this report, we merged together
some of the regions as classified by the World
Bank. We did this to be able to evenly spread
our selection of countries across all the re-
gions, selecting six countries from each of
the five regions. Breaking into regions, even if

161 'The World By Income And Region’, World development Indicators, World Bank, accessed 12 August 2022 , https://
datatopics.worldbank.org/world-development-indicators/the-world-by-income-and-region.html

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

83


https://datatopics.worldbank.org/world-development-indicators/the-world-by-income-and-region.html
https://datatopics.worldbank.org/world-development-indicators/the-world-by-income-and-region.html

contrived, helped us to guarantee geograph-
ic diversity in the countries selected for this
Index.

To create the region of ‘Asia and the Pacif-
ic’ as included in this Index, we merged the
countries included in the World Bank geo-
graphic regions of ‘East Asia and Pacific’and
‘South Asia’.

For the next step in our country selection
process, we separated each country into
their respective region. Once the countries
had been separated, we filtered out all coun-
tries with populations below 2 million inhab-
itants, as we learned through conversations
with Whyb that it could be difficult to obtain
a sufficient survey panel in smaller coun-
tries. Next, we ordered the remaining coun-
tries in each region from highest income to
lowest income using the World Bank's most
up to date data on each country’s gross GDP.

We then organised the countries into groups
based on their income relative to the rest of
the region. We split countries into 4 groups
from highest to lowest gross GDP. The top
25% of countries, those with the highest
gross GDP in their region, we classified as
‘high income.” The next 25% of countries we
classified as ‘upper middle income’, the third
highest 25% we classified as ‘lower middle
income’ and the lowest 25% of countries
in the region we classified as ‘low income'.
These income groups were inspired by The
World Banks' The World by Income and Re-
gion classification system.

Once we had organised countries into their
respective groups, we began to select coun-

HUMAN-CENTRED PUBLIC SERVICES INDEX 2022

tries to include in the Index. In each region,
we selected three countries from the ‘high
income’ category, two countries from the
‘upper middle income’ category, and one
country from the ‘lower middle income’ or
‘low income’ categories in their region.

Our choices for country selection were guid-
ed by Oxford Insights’ own existing connec-
tions with experts in the country, and the
ability of Oxford Insights team members to
conduct desk research, interviews and is-
sue written surveys in the native language of
the country. We prioritised selecting coun-
tries where we either already had existing
connections with experts or the ability to
conduct research in the country’s native
language, as we felt this would enable us to
come to a more in-depth understanding of
the state of human-centred design in the
given country.

Certain countries were initially included in
our early iterations of the Index, but we then
decided to replace them with a different
country in the same income group and re-
gion based on concerns around feasibility.
In particular, we initially included China as
one of the countries we planned to analyse
as part of the Asia and Pacific region. How-
ever, after conducting feasibility testing
and speaking with a Chinese national work-
ing as a researcher in the UK, we decided to
take China out of this version of the Index
due to challenges with obtaining the infor-
mation necessary to adequately assess the
state of human-centred design in the coun-
try. In future versions of the Index we hope
to broaden the scope of the Index to include
countries such as China.
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Survey Questions

Notes # No. Question (EN)

Public services are offered by the government to citizens or residents of a country. Public services are wide ranging
but caninclude processes like applying for a drivers licence or a passport, registering a birth, using a state health-
care system, using a social security system or getting help from emergency services. When you interact with the
government or a government service you are most likely using a public service.

Introduction SC1 Have you used a public service in the country you live in over the past 3 to 6 months?
1 Yes
2 No
SC2 Please select the country you live in currently

List of Countries
SC2-A Please select the city you live closest to
List of main cities
SC3 Please select your nationality
List of Nationalities

SC4 Do you identify as

1 Male

2 Female

5 Non binary

4 Prefer not to answer

SC5 Can you please select the age group you belong to:

—_

Below 16 years
16 to 18 years
19 to 22 years
2310 30 Years
31to 40 years
41to 50 years
51to 60 years
61to 70 years

© o0 N o o B~ NN

71to 74 years

—
o

75+

—_
=

Prefer not to answer
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Notes # No.
SC6

O o0 N o o B~ NN

SC7

Public services

categories Ll

10

01-A

02

Question (EN)
Please select your current occupation
Employed - Private Sector
Employed - Public Sector
Business owner/self-employed
Student
Retired
Stay at home parent
Unemployed
Other, please specify

Prefer not to answer

We would like to determine whether public services in the country you live in work
well for people with different accessibility needs. Could you please tell us if you
have any long term physical or mental health conditions or ilinesses that reduce
your ability to do daily activities? Here long term is defined as a condition or
illness that has lasted or is expected to last 12 months or more.

Yes

No

Prefer not to answer

Think about the public services provided in the country you live in. Here we

are interested in smaller scale interactions with government like applying or
registering for services. Which of the following categories of services have you
used? (Please select all that apply)

Public utilities (e.g. paying water or energy bills)

Public health services (e.g. scheduling a medical, dental or counselling appoint-
ment)

Social services (e.g. applying for assisted housing or welfare support)
Passport issuance / renewal
Driving licence issuance / renewal

Other identity documents issuance / renewal (e.g. birth, marriage, death certifi-
cates)

Public financial services (e.g. services for calculating or paying tax)
Business setup (e.g. applying for a business licence, reserving a trade name)
Public pension services (e.g. applying for a pension)

Other, please specify

Please select one of the following service categories that you have used most
recently.

List the selected categories from Q1
How did you access the service?
In-person

Online (computer)
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Notes # No. Question (EN)
Online (mobile)
Mail
Phone
Other or a combination of the above, please specify

Now please think about your experience with the service from beginning
Happiness 03 the process to receiving an outcome. How happy were you with the overall
experience?

1 Very unhappy

g~ NN

6
7 Very happy
CES 04 How easy was it for you to use the service?

1 Very difficult

g &~ NN

6
7 Very easy
Accessibility 04_A How easy was it for you to find the service?

1 Very difficult

g~ NN

6
7 Very easy

Please think about how long it took to complete the service from beginning the

Time / Efficiency st process to receiving an outcome. How happy were you with how long it took?

1 Very unhappy
2
3
4
5
6
7

Very happy
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Notes # No. Question (EN)

Clarity of Infor-

. 04_C Did you understand what you needed to do to use the service?
mation

1 Idid not understand

g &~ NN

6
7 lunderstood completely
Service Delivery 05 To what extent did you get what you needed from the service?

1 1did not get what | needed

N o0 o B2 NN

| completely got what | needed

LInEs ol service?

1 Not atall

N o0 ol B2 NN

Completely
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How much do you trust the government organisation that provided you with the
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Notes # No. Question (EN)

Priorities, Needs
& Expectations
from a public
service

Now, please think about applying or registering for government services in your
Q7 country more generally. How would you describe your main priorities? Please
select your top three answers

=

I need public services that are easy to access

| need public services that are easy to use

| need public services that are available online

| need public services that are available in person

| need public services that | can complete over a phone call or by mail
| need public services that | can use on my mobile phone

| need public services that protect my personal information

o N o o &2 NN

| need public services that are quick to complete

| need to be able to easily contact someone to help me with a public service
process

10 I need to be able to easily access multiple services from the same portal.
1 | need public services that are consistently available
12 Others, Comments

To what extent do government’s services in the country you live in meet your
priorities?

1 They don't meet my priorities at all

g &~ N N

6
7 They meet my priorities completely

We are also interested in your views on public services more generally. Please

44 rank the following statements from the most to the least important to you.

My government should provide me with safe and reliable infrastructure such as
electricity, clean drinking water, safe housing or roads

My government should provide me or those who need it with social security
support (e.g. welfare, assisted housing)

My government should provide me or those who need it with high quality and
accessible public education

My government should provide me or those who need it with a high quality,
accessible public healthcare system

My government should keep me safe by providing reliable emergency services
(e.g. police, fire)

My government should provide an easy route for me to apply for and access
necessary documents and licences

My government should provide me access to justice through the court and legal
system

8 Enter your own priority statement here
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