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HI, I’M EILEEN

I’m a designer in 

civic tech.

Program Director at a design nonprofit, Simply Secure


Previously: Open Knowledge Foundation Germany, Code 
for Germany, Prototype Fund


Previously previously: mathematical logic & philosophy



WHAT I DO

Research, design, and consulting 


Facilitation at events and gatherings


Writing, toolkits, pattern libraries, videos


Topics include: privacy, safety, security, 
decentralisation, civic tech, digital 
participation, data visualisation



H U M A N - C E N T E R E D  D E S I G N

 —  F O R  G O O D !



UX/UI Design?



Agile and Innovative 
Work Structures?



Identify issues, 

solve real problems, 

tackle almost anything*



What is design?

“To design is to devise courses of action 

aimed at changing existing situations 


into preferred ones.”


— Herbert Simon.




Designers have a 
qualitatively different 
way of working from 
other fields – playful, 
illogical, creative – and 
it's uniquely well-suited 
to working on complex, 
ill-defined, “wicked” 
problems



Mozilla’s 
new brand



OXO Good Grips Obama’s 2008 campaign



Information architecture



Dan Saffer (2008)



What is human-centered?

A set of first principles based on empathy, human needs, and participation.



IDEO (2000s)



Field research (IDEO)



https://info.codeforamerica.org/qualitative-research



What happens when you 

put them together?

A designer’s mindset paired with values around human needs: 

a social technology that can be applied to almost anything*



“DESIGN THINKING”



You are a designer.

Congratulations!



• Find out what’s working and not working with your 
current project.


• Design policies and programs based on people’s 
needs and experiences.

• Discover issues that your target audience has.

• Validate your approach with real users.


• Build in a feedback loop.

• Come up with creative solutions to hard problems

USE CASES



• Not every project goes through every phase.

• Most projects go through phases repeatedly.

• There are many methods for each phase.



How do you implements these in practice?



4 STAGES OF HCD FOR CSOS

Adopting a design 
mindset

User research Consequence 
scanning

Looking at products and 
services from a human-
centred perspective. 
How usable and 
accessible are things, 
how can we improve?

Who are our users? Who 
are our desired users? 
What are their needs and 
challenges, hopes and 
aspirations? Develop 
new ideas for them.

Use HCD to understand 
systems and design 
programs that allow for 
more impact, through 
service design, logic 
models, and more.

Invite people to 
participate in the design 
of policies and 
campaigns themselves, 
involve them every step 
of the way.

Co-creation



https://federalist.18f.gov

Design 

systems



Simple 

language

Deutschland ist ein demokratisches Land. 

Das heißt: 

Die Menschen in Deutschland können 

das politische und gesellschaftliche Leben 

gemeinsam gestalten und verändern. 

Damit sie das tun können, 

müssen die Menschen gut informiert sein.

Unter gesellschaftlichem Leben versteht man, 

das Zusammenleben aller Menschen.

https://www.bpb.de/die-bpb/informationen-in-leichter-sprache/185759/ueber-uns



https://accessibility.18f.gov/checklist/

Accessibility standards



“DESIGN THINKING”



Adopting a design 
mindset

User research Consequence 
scanning

Looking at products and 
services from a human-
centred perspective. 
How usable and 
accessible are things, 
how can we improve?

Who are our users? Who 
are our desired users? 
What are their needs and 
challenges, hopes and 
aspirations? Develop 
new ideas for them.

Use HCD to understand 
systems and design 
programs that allow for 
more impact, through 
service design, logic 
models, and more.

Invite people to 
participate in the design 
of policies and 
campaigns themselves, 
involve them every step 
of the way.

Co-creation

4 STAGES OF HCD FOR CSOS



RESEARCH METHODOLOGIES

ShadowingInterviews

Focus Groups Surveys

Interviews can help researchers learn 
more about particular expectations, 
experiences, products, services, 
processes, and concerns, and also 
about a person’s attitude, problems, 
needs, or environment.

Researchers can observe situations 
that include digital and physical 
actions with or without other people 
and/or machines. 


Researchers strive to understand the 
perceptions, opinions, ideas, or 
attitudes toward a given topic. 


Supplement qualitative research with 
a quantitative aspect, e.g. a 
validation of findings and insights.



https://usable.tools/personas/







https://ontrustandtransparency.report/



“DESIGN THINKING”



Interlude





HISTORY OF HCD

1978 1983

David Kelley 

Steve Jobs asks them to design 
a mouse for Apple new computer

Apple Lisa

Electrical Engineer, Product 
Design at Stanford, founds 
design studio with friends



1991

Kelley merges with other design 
firms to form IDEO, a native-born 

to Silicon Valley. Focus on 
industrial design and 

“interaction design”.

IDEO

2000

IDEO depended heavily on 
internet start-up clients, and 

more heavily yet on its clients’ 
confidence in the future.

Dot-com Bubble

HISTORY OF HCD



HISTORY OF HCD

2003

Why be “a guy who designs a 
new chair or car, ”  when you 

could be “an expert at 
methodology”?

Design Thinking

2011

“Our mission is to design a more 
just and inclusive world.”


Design Kits, Bootcamps, Global 
Professional Networks

IDEO.org

NOW



*CAVEATS

Limits of Design

“To a person with a hammer, everything looks like a nail.”

Design can do a lot. Design Thinking can do a lot. 


But let’s not fool ourselves about the reach of design solutions. 

Design cannot solve real, wicked problems.


Sometimes the promise of a solution can make things worse.

Geopolitical disputes Racial injustice Unsustainable growth



What is the heritage of Silicon Valley?

Techno-solutionist. US-American.


What are values and principles that need to be questioned?

Scale & Growth Target = User Data Obsession

The Limits of Silicon Valley



Great for: scooter renters

Not so great for: wheelchair users, pedestrians





Adopting a design 
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User research Consequence 
scanning

Looking at products and 
services from a human-
centred perspective. 
How usable and 
accessible are things, 
how can we improve?
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Co-creation

4 STAGES OF HCD FOR CSOS





RESEARCH PARTICIPANTS SAY..

“I sent more than enough 
documents required and I keep 
getting more stuff to send. I have a 
kid and am unemployed and I am in 
need of assistance, but all I keep 
getting is the runaround.”

“I pay my rent in cash and have no 
physical receipts of it. I cannot prove 
my supplemental cash as it is through 
tutoring and babysitting. And I just 
started my work study job so I don’t 
have any pay stubs yet.”

“I simply don’t have a way to get my 
paper documents onto my 
computer.”

“I was applying from a cafe and 
needed time to go home gather my 
documents.”






https://www.codeforamerica.org/news/overcoming-barriers-setting-expectations-for-calfresh-eligibility

Iterative

testing







https://snapstories.codeforamerica.org/
https://www.codeforamerica.org/safetynetblueprint/



“DESIGN THINKING”
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4 STAGES OF HCD FOR CSOS



DESIGN JUSTICE PRINCIPLES

1

2

3

We center the voices of those who are 
directly impacted by the outcomes of 

the design process.


We see the role of the designer as a 
facilitator rather than an expert.


We believe that everyone is an expert 
based on their own lived experience, and 

that we all have unique and brilliant 
contributions to bring to a design process.


We view change as emergent from an 
accountable, accessible, and 
collaborative process, rather than as a 
point at the end of a process.

We use design to sustain, heal, and 
empower our communities, as well as to 
seek liberation from exploitative and 
oppressive systems.

Before seeking new design solutions, we 
look for what is already working at the 
community level. We honor and uplift 
traditional, indigenous, and local 
knowledge and practices.

4

5

6

https://designjustice.org/read-the-principles



https://www.andalsotoo.net/stories/catie-infant-feeding/





“One set for HIV 
negative mothers, 

one set for HIV 
positive mothers.”



“It should be about the baby’s health, 
not the mother’s HIV status.”





“DESIGN THINKING”



You don’t need to 
be a designer to 

have a good idea. 


Participation 

is key!







Human-centred design and social impact

Put people before technologies and policies.


Involve the people you are designing for.


Be flexible, open-minded, and curious.

S I L I C O N  
V A L L E Y  



QUALITATIVE INTERVIEWING

PERSONAS

VALUE PROPOSITION

USER JOURNEY

CONSEQUENCE SCANNING

MAPPING ALLIES / SMART NETWORKS

LOGIC MODEL & VALIDATION

FUTURE HEADLINES

TOOLS, TOOLS, MORE TOOLS



Literature & Resources

The Field Guide to Human-Centered Design (IDEO) 
https://www.designkit.org/resources/1


Method Cards (18F) 
https://methods.18f.gov/


https://www.designkit.org/resources/1
https://methods.18f.gov/


Journey Mapping (NN Group) 
https://www.nngroup.com/articles/journey-mapping-101/


Logic Models (Community Tool Box) 
https://ctb.ku.edu/en/table-of-contents/overview/models-for-community-health-
and-development/logic-model-development/main


Consequence Scanning (DotEveryone) 
https://www.doteveryone.org.uk/project/consequence-scanning/


Qualitative Interviewing & Synthesis (Simply Secure) 
https://simplysecure.org/resources/qualitative_interviewing.pdf

https://simplysecure.org/resources/interview_synthesis.pdf

https://ctb.ku.edu/en/table-of-contents/overview/models-for-community-health-and-development/logic-model-development/main
https://ctb.ku.edu/en/table-of-contents/overview/models-for-community-health-and-development/logic-model-development/main
https://www.doteveryone.org.uk/project/consequence-scanning/
https://simplysecure.org/resources/qualitative_interviewing.pdf


Norman, Don (2002). The Design of Everyday Things. New Edition.


Papanek, Victor (1971). Design for the Real World: Human Ecology and Social 
Change.


Costanza-Chock, Sasha (2020). Design Justice: Community-Led Practices to 
Build the Worlds We Need.


Bowles, Cennydd (2018). Future Ethics.



THANK YOU!

Eileen Wagner

Program Director at 
Simply Secure


eileen@simplysecure.org

@bumble_blue_


