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COURSE INTRODUCTION / OVERVIEW:

This comprehensive training course provides a strategic framework for understanding and applying citizen-centric service
design and innovation within the public sector. As citizens' expectations for government services evolve, the need for
intuitive, accessible, and responsive public services has become paramount. This course, offered by BIG BEN Training
Center, is grounded in the principles of human-centered design, a methodology popularized by institutions like IDEO and
academics such as Don Norman, author of "The Design of Everyday Things." We will explore how to move beyond
traditional bureaucratic processes and adopt a mindset that places the citizen's needs at the center of every service.
Participants will learn how to use empathy mapping, journey mapping, and prototyping to identify pain points and co-
create solutions with the very people they serve. By integrating design thinking with the unique challenges of public
administration, this program empowers professionals to create more effective and efficient government services that

build trust and deliver real value.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

Public sector managers and civil servants.

Government service delivery professionals.

Policy and program designers.

Urban planners and community development officers.

IT and digital transformation specialists in government.

Anyone involved in improving public services.

TARGET SECTORS AND INDUSTRIES:

e Government and public administration agencies.

Urban planning and municipal services.

Healthcare and public health services.

Social services and non-profit organizations.

Public education and academic institutions.

Public utilities and transportation.

TARGET ORGANIZATIONS DEPARTMENTS:

o Service Delivery.

e Digital Transformation and IT.
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COURSE OFFERINGS

By the end of this course, the participants will have able to:

o Apply the principles of human-centered design to public services.
e Conduct citizen research to understand user needs.

e Create journey maps and service blueprints.

e Develop and test service prototypes.

e Foster a culture of innovation within a bureaucratic environment.
e Use data and feedback to continuously improve services.

o |dentify opportunities for digital transformation.

e Collaborate with citizens to co-create solutions.

e Measure the success and impact of service innovations.

e Communicate the value of citizen-centric design to stakeholders.

COURSE METHODOLOGY:

This training course at BIG BEN Training Center uses a highly interactive and practical approach to ensure participants can
immediately apply their new skills. We move away from simple lectures and instead use a blend of engaging activities,
including hands-on design workshops, group case studies, and real-world scenarios. For example, participants will use
design tools to map out a public service, such as a driver's license application process, identifying pain points and
proposing new solutions. Collaborative workshops will allow for peer-to-peer learning, where attendees can share
challenges and best practices from their own organizations. The course also includes hands-on practice sessions for
conducting user interviews and creating low-fidelity prototypes. We emphasize a continuous feedback loop, not just for
employees but for the participants themselves. Throughout the program, our experienced instructors provide
personalized guidance and constructive feedback, creating a supportive learning environment that prepares professionals

to be innovators in public service.

COURSE AGENDA (COURSE UNITS):

UNIT ONE: INTRODUCTION TO CITIZEN-CENTRIC DESIGN

What does citizen-centric design mean for the public sector.

The principles of human-centered design.

Moving from a top-down to a collaborative approach.

The role of empathy and understanding user needs.

Case studies of successful public service innovations.

The business case for investing in service design.
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Mapping the citizen journey from

Identifying pain points and moments of truth.

Using data to inform design decisions.

Ethnographic research methods for public services.

Synthesizing research into actionable insights.

UNIT THREE: IDEATION AND PROTOTYPING

e Brainstorming and ideation techniques.

e The power of "yes, and" thinking.

o Developing low-fidelity service prototypes.

e Testing prototypes and gathering feedback.

e Iterating based on user feedback.

e Creating service blueprints to visualize the entire process.

e The role of digital tools in prototyping.

UNIT FOUR: IMPLEMENTATION AND LEADERSHIP

o Strategies for implementing service innovations.
e Building an innovative team within government.
e Overcoming bureaucratic and cultural resistance.
e Engaging stakeholders and securing buy-in.

e Measuring the impact of new services.

o Telling the story of your innovation.

e Leading change from within your organization.

UNIT FIVE: THE FUTURE OF PUBLIC SERVICES

e Therole of technology in service delivery.

e Designing for equity and inclusion.

e Exploring emerging trends like Al and smart cities.
e Building a culture of continuous improvement.

e The ethical considerations of public service design.
e Future-proofing public services.

e The public servant as an innovator.

FAQ:

www.bigben-training.com




This training course spans five days, with da 0 5 hours, including breaks and interactive

perr— o

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

Can the principles of citizen-centric design, which prioritize user satisfaction, be effectively applied within the public

sector without compromising the principles of fairness, equality, and standardized rules for all citizens?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This training course stands out by providing a robust and practical framework for applying human-centered design
principles specifically to the public sector. Unlike programs that offer generic design thinking methodologies, our content
is tailored to the unique challenges of government agencies, from bureaucratic processes to political considerations. The
course empowers participants to move beyond a simple theoretical understanding and get hands-on experience with
design tools like journey mapping and prototyping. The emphasis on co-creation with citizens and the integration of ethics
ensures that participants not only learn how to design better services, but how to build trust and create a more equitable
society. It is this combination of academic grounding and practical, public sector-focused application that makes this

program an essential resource for any government professional looking to drive meaningful change.
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