
Manage Expectations
Be clear about the process and  
keep customers informed so  
they can relax and get on with 
their lives.

Be Trustworthy
Ensure customers can trust the 
information given to them  
so they can act upon it,  
instead of questioning it.

Be Available
Ensure Government services are 
effective and efficient. Technology 
failures are unacceptable.

Be Flexible
Design experiences and  
information to be interacted  
with across a range of channels.

DESIGN 
PRINCIPLES

Design principles should be used to guide the design or innovation of information 
and services. They have been derived as a response to customer delight and  
pain points uncovered in the research into customer journeys and need states.  
The principles are relevant across all Government Departments and teams.  
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Be Human
Treat customers with respect and 
approach them as real people  
so they feel like they matter  
to Government.

Be Consistent
Build consistency across 
Government services so it becomes 
easier for customers to interact 
with different services over time.

Guide the journey
Help customers understand the 
steps in the journey, and guide 
them between steps.

Be Seamless
Consider the overall experience 
of the customer, rather than 
single interactions; and make it 
easy for them to move between 
interactions and across channels.


