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Scaling up human centered design in
government

A human-centered digital government
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Sample deepdive
Design Camp
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Inspiration: gathering feedback
during a collaborative session




A human-centred
organisation

Infusing human-centred design in all its
innovation and operations activities.

These are shaped around individual and
societal needs, expectations and purposes.




Our guiding principles

Put
people first

Ensuring that our work has a
positive impact on citizens,
companies and employees by
listening to them, involving
them and validating their
needs in the design process.

Spark
innovation

Supporting federal agencies
in seizing opportunities
and striving for continuous
improvement by fostering
innovation wherever and
whenever possible.

Foster
co-creation

Nurturing joint projects
and connections across
federal government to
disseminate good practices,
share inspirations and learn
from successes and failures.
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Our offering

] Design

We support and coach teams
with tools, training and expertise
to build human centered design
capabilities

3 Solutions

We offer solutions that increase the
human aspects of digital services

2 Experiments

We experiment, test & iterate
innovative ideas to co-create
workable solutions with impact
for our partners

4 Communities

We inspire and connect teams to an
ecosystem to learn & grow
transversally
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Design

We support and coach teams with tools, training and expertise to build
human centered design capabilities
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Digital Playbook
 Getting started yourself

1 -
, | ‘ A mix of videos and downloadable tools
Hoe ga ik zelf aan de slag?

,,,,,,,,,,,,,,,,,,,  Applied to the government context
o (examples)

* Quick and easy to use

» Topics:
e = k::‘e e Desj gn Thinkin g
T TS s « User research
| e « Stakeholder management
* |deation
* Prototyping
* Inclusive design
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Digital inclusion by design

- Raising awareness of which
Citizens are possibly at risk of not

;Pic;prl;plifier le niveau d’information accessi ng d igita | pu blic services
l.oTrnuIction,rédulrootlou sbquenca;x@u quantité ot fournir les cides  la compré_:ews’én. ° c r e a ti n g t 0 o I s a n d S h a ri n g b e St
smommmm e me SR practices to ensure that inclusion

. L becomes a priority

Utiser un langage simple '.:.L':f {f;gﬁi.’i',;‘l'}..‘,{‘.'f,'f;'{.'f‘.VH ¢ Sta rti n g p rOj eCtS W it h ex p e rtS

_ with a focus on the inclusivity of

the new service, product or plan.
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Experiments

We experiment, test & iterate innovative ideas to co-create workable solutions with
impact for our partners
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User feedback POC

. Measuring user satisfaction & feedback
over time for digital government services

Satisfaction

S— - Active and passive user feedback element
on specific digital touchpoints to collect in-
| context feedback

VERDACHTBERICHT? | 1085 E-SERVICES CONTACT f ¥ @ in
Foderalo

Overheidsdionst

FINANCIEN

Feedback

— EE— - mm - Dashboard to analyse the user feedback

& fvin

x
@ ONZE INFOCENTERS EN KANTOREN ZIJN VOOR HET PUBLIEK. U KUNT DE GROTE MEERDERHEID VAN
UW ADMINISTRATIEVE ZAKEN ONLINE OF PER TELEFOON REGELEN.

AANSLAGBILJET

> AANGIFTE 2021

. .
> AANSLAGBILIET Tot 30 juni 2021 (inkomsten u o igde belasting of de en. We kunne geen [ .
> BELASTING NIET-INWONERS exacte datum geven waarop u uw aanslagbilet al ontvangen. R .
> seawasn I

> GEMEENTEBELASTING Wist u overigens dat u uw aanslagbilet, van zodra het beschikbaar is, ook online kunt raadplegen via MyMinfin#?

> conTROLE

> WIZIGING VAN ADRES,
GEZINSSITUATIE OF
REKENINGNUMMER

> TARIEVEN EN BELASTBAAR INKOMEN

5 DOVEN EN SLECHTHORENDEN > Wanneer zal ik mijn aanslagbiljet ontvangen?

> TAKS OP DE EFFECTENREKENINGEN

Feedback

Aanslagbiljet

> Watis een aanslagbiljet?

> Hoe kan ik mijn aanslagbiljet ontvangen?

s o N@Xt step: scale up to solution

> Zal ik mijn aanslagbiljet in dezelfde periode als vorig jaar ontvangen?
% 3% ok ok

> Ik heb recht op een terugbetaling. Zal ik mijn aanslagbiljet dan later ontvangen?

> Ik heb een papieren aangifte ingediend. Zal ik mijn aanslagbiljet dan later ontvangen? ‘ B O

© —
Verstuur

> Moet ik mijn aanslagbiljet bewaren? SO



BOSAbot pilot

A virtual assistant that can answer

g = questions, give suggestions and link through
Hallo i ben BOSAbot Hoe ke ke helpen? to additional information when needed.

Hou er rekening mee dat ik een bot in
opleiding ben. Wees aub geduldig met mij.
Graag verneem ik je feedback aan het einde

vanons gesprek (via de knoppen | & L o ). i Structure: Usecase WorkShOpS, Validation Of
L Ik ga mijn best doen om je verder te helpen. MVP, Creation Of pilOt, tESting & USer
feedback
® « Goal: gaining experience with the learning

capabilities of such a solution

_%9.

<O

- (#) (=) - Partner: federal recruitment team
(=)

« Next step: scale up to solution
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Solutions

We offer solutions that increase the human aspects of digital services
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Lowering the barriers to digital government
Digital Companian Certification (ConnectoO)

« Contribution to solving the digital divide

A training with certification on the ability to offer soft assistance to
vulnerable target groups

« Agencies & organisations that work for the common good
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Communities

We inspire and connect teams to an ecosystem to learn & grow transversally
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Digital Open network

« Giving a podium to ambassadors for
human centered design

« Sharing best practices through events &
cases

« Short presentations during lunchtime
* Low threshold, interactive Q&A

« Speakers from public services, private
sector and academic world

« https://digitalopen.belgium.be
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https://digitalopen.belgium.be/

FOD Beleid & Ondersteuning

Operation
Transparency



Mydata.Belgium.be

FR IS

DONNEES

#SmartNation

QUE FONT LES AUTORITES
FEDERALES AVEC MES
DONNEES PERSONNELLES?

Dans le but de garantir le fonctionnement quotidien des institutions
fédérales, celles-ci collectent et gérent des données a caractére

personnel auprés des citoyens. Ces données seront, en cas de
besoin, partagées avec de tierces parties.

Vérifiez ci-dessous la nature des données utilisées, quelle
institution publique fédérale en dispose et qui sont les tiers avec
lesquels ces données sont partagées.

Other information and services: www.belgium.be m

INSTITUTIONS FEDERALES A PROPOS CONTACT o}

QUE PUIS-JE RETROUVER SUR CE
SITE?

Ce site web donne un apergu des registres de traitement des différents
institutions fédérales. Ces registres donnent une vue d'ensemble du type r
de données traitées, de la finalité de la collecte des données, de ce qui est

fait avec les données et de la personne responsable du traitement.

Deux vues différentes vous sont proposées: par catégorie de données
traitées et par organisations.

Au sein de ces pages, des filtres vous sont proposés afin
d'approfondir vos recherches.
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