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User-Centred Design Services

What the service is, what you get, and the benefits

Service Description

Design and improve public
sector digital services using
user-centred design. We work
across discovery, alpha, beta
and live to understand user
needs, map journeys, design
content and interfaces, and test
with users. Supports meeting
the Service Standard and
building services people can
use confidently.

Service Features

User research to understand needs, behaviours and
barriers

Service design for end-to-end journeys and service
blueprints

Interaction design for task flows, prototypes and
usability testing

Content design for plain English guidance and
forms

Accessibility design to meet WCAG 2.2 AA
expectations

Design sprints to explore options and test ideas
quickly

Co-design workshops with users, delivery teams
and stakeholders

Usability reviews to find issues and improve
journeys

Design systems and patterns for consistent services

Training and coaching for user-centred design
capability
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Service Benefits

Reduce failure demand by designing services
around user needs

Improve completion rates by removing friction from
key tasks

Reduce risk by testing ideas early with users

Speed up delivery using prototypes and clear
design decisions

Improve accessibility by designing for assistive
technology users

Support Service Standard assessments with
evidence and research findings

Improve uptake by designing services people trust
and understand

Reduce rework by clarifying requirements through
user research

Improve consistency by using shared patterns and
design systems

Build internal capability through coaching and
knowledge transfer

)
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User-Centred Design Services HITACHI

Designing services people can use confidently

What this service is for

User-centred design across the full-service
lifecycle

This service is for organisations that want to design or
improve public sector services around user needs,

regardless of delivery model, technology choice, or stage
in the service lifecycle.

It supports teams who need flexible, embedded user-
centred design capability, either as a standalone discipline
or alongside delivery, policy, or technology work.

Typical situations include:

* Sense-checking an early idea or policy intent before
committing to a Discovery or business case

* Responding to user feedback, support demand, or
drop-off in live operation

* Preparing user-centred evidence for GDS Service
Standard assessments

* Building internal confidence and capability in user-
centred design

Hitachi Solutions

Why this service is useful

Reduce friction for users and teams

Public sector services often struggle when decisions
are made without enough understanding of user
needs, behaviours, or constraints. This leads to
complex journeys, unclear content, accessibility issues,
and support demand.

User-centred design provides a structured, evidence-
based way to understand users, test ideas early, and
make better decisions throughout delivery. It helps
teams focus effort where it matters most and avoid
building services that work in theory but fail in
practice.

The result is services that are simpler to use, easier to
operate, and more likely to succeed.

Why this service is different

Practical design, not theory

We embed user-centred design into how decisions are
made, ensuring research, design, and testing inform
priorities at every stage. Our approach is aligned to
the realities of public sector delivery, including policy
constraints, assisted digital needs, and service
assessments.

What makes this service distinct:
¢ Strong alignment to the GDS Service Standard

* Integration of research, design, content, and
accessibility

* Focus on decision-making, not just artefacts
* Flexible engagement across Discovery to Live

* Emphasis on capability building alongside delivery
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We put users first to create better experiences

User-Centred Design is an iterative approach to create digital products,
solutions or services, which focuses on the users and their needs to make
everyone’s experience as good and frictionless as it can be.

L
We develop
understanding of
users and the
problem they’re
trying to solve to
help you build the
right thing.

~
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We design joined
up experience
across all
channels and help
you make better,
evidence-based
decisions.
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We reduce the
risk by finding
what works well,
what doesn’t and
why, and ensure
you product or
service is simple,
and everyone can
use them.

BENEFITS OF USER-CENTRIC APPROACH

HITACHI

Enhanced user satisfaction and
adoption

Higher user satisfaction levels lead to
increased adoption rates and better
utilisation of the software.

Improved productivity and efficiency

Reduce the learning curve and minimise
errors, allowing users to perform their
tasks more effectively and efficiently to
enhance overall productivity.

Return on Investment

Achieve quicker realisation of business
benefits by delivering a product that
meets user needs.
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We put users first to create better experiences HITACHI

MULTIDISCIPLINARY UCD TEAM

_ User Researcher
Q

Plans and conducts research to
gain a deep understanding of
eV - user needs, behaviours, and
) 7 motivations.

Service Designer

622 Designs the end-to-end
experience that an organisation

provides to its users or

N customers.

. , e NY User Experience Designer
We develop We design joined up We reduce risk by finding R Desians the interactions and
an understanding of the experience across all what works well, what overgll experience of a digital
user to help businesses solve channels and help you make doesn’t and why. This way product or service.
problems and build the right better, evidence-based your product or service is
solutions decisions simple, and everyone can use

it = Content Designer

<

Creates clear, concise and easy
to understand content that
users interact with in digital
products and services.
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HITACHI

GDS and Hitachi Design Principles

Government-focused team
with years of Government
Digital Service experience

3
<)

8x Ex-GDS/CDDO assessors

User Driven
©® Maximise the COUNT philosophy in our Simplicity
. . Data Driven Decision
design (collect once, use numerous times) Making
Iterative
H H H H Inclusive
Maximise the use of information . e e
. X X ﬂl;' GOV-UK Build Services
© Design with the purpose, quality and quantity Design Principles Consistency
. . Make Things Open
of our outputs in mind

N
Ensure we can measure what matters < \ - [[=e =A - @ — % >
| ? = = =
Create a culture of open collaboration and 5 GOV.UK
excellence whilst ensuring accountability Dicital Service Understand Users Needs  Djgcovery Alpha Beta Live
g
Standard Solve Whole Problem
© Design a flexible, scalable, and sustainable e b ML IL-channe) Bxperience
A ake Service Easy to Use 2 o
service Multidisciplinary Team § @ @ 5
Agile Ways of Working a >
I @ ?
© Declare amnesty of the past and challenge e ice < :
our th|nk|ng Define Success Measures é_% Cantral Digital g
Select the right Technology / Tooling &D Offi
. . . Make Source Code Open ata Offiee
© The design should optimise the end-to-end Use / Contribute Open Standards & @ @
. Common Components / Patterns
processes and deliver value for money Reliability

services
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A design driven approach
Following GDS design principles
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Start with user needs

Do less

Design with data

Do the hard work to make it simple
Iterate - then iterate again

This is for everyone

Understand context

Build digital services, not websites
Be consistent, not uniform

Make things open: it makes things
better

Problem

Discover Define
Insight into the problem  The area to focus upon

Develop

HITACHI

Deliver

Potential solutions Solutions that work

Problem Definition
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Solution
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HITACHI

Discovery example

Exploring The Discovery Journey

YV

A\ 2

Commonalities Assessment

Work with you to understand
desired common capabilities
and any changes that must be
account for in the design

Build new Platform Capabilities
Onboard new Service to a Platform

Configurability
Requirements

Review with you the captured
platform requirements and
functionality areas that must be
configurable in the new
platform to future proof

Capabilities
Mappings

We do a high-level
mapping of the
capabilities to
appropriate
technologies

Discovery Kick
Off Meeting

Agree engagement,
objectives, scope and
timescales at the outset

Stakeholder Meeting

We'll understand what’s
important to multiple
stakeholders for the new
Platform or Service

Platform Familiarisation

Agree engagement,
objectives, scope and
timescales at the outset

Envisioning Workshop

We'll delivery a workshop
based on user centric design
principles to help stakeholder
“envision” their service
transformation on the new
Platform

Further Requirements
Discussions

We'll work with you to detail
high level requirements for
the new service and what
services might look like on
the new platform

TO BE Processes

We map TO BE processes
with identified
UX/Technical hypotheses
for further Alpha
investigation

Discovery Playback

Combined playback of all
outputs from this phase and
present Alpha plans. Provide
all Discovery artefacts for
your review

Hitachi Solutions

Roadmap and Project
Charter

If desired, we can support
you in creating a Project
Charter, create business
value summaries for
further funding proposals
and provide Technical
Roadmap for your new
Platform or Service

Alpha Preparation

If you decide to proceed to
Alpha, we will support you in
preparing the Alpha POC
backlog, identify POC
infrastructure needed, and
prepare an Alpha
project/resource plan for your
review

Discovery CDDO
Assessments

If desired, we can work
and support you through
a CDDO Assessment

Business Value Mapping

If desired, we can support you
in identifying business value
potential and benefits
quantification of the new
platform or service

Change & Adoption

We work with you to define
a Stakeholder Engagement
Strategy and determine
business areas impact by
the change
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Discovery

Artefacts and Outcomes

@ Stakeholder Interviews

,<E(\/)/ Business Value Summary

High Level Solution

@SF Roadmap

@ TO BE processes with
hypotheses

9 Hitachi Solutions

Put together by our Service designer, these are

quick to produce, incredibly flexible, and easy to

iterate

Identify potential business values and align with
organisation objectives

Early (Discovery) version of a roadmap for a new

Platform or a new Service

High level TO BE processes with identifiable UX or
Technical hypotheses for further Alpha investigations

,,,,,,,,,, SAMPLE

Stakeholder Interview

HITACHI

SAMPLE
Discovery Outputs TO BE User Journey Maps

@Hitachi Solutions.

SAMPLE

High Level Solution Roadmap

@Hitachi Solutions

SAMPLE

@Hitachi Soluti ions.

©Hitachi Solutions Europe, Ltd. All rights reserved.



Alpha Phase

Methodology / Roadmap example

Project Kick Off

© Catalyst Workshop

© Discovery Review

© Sprint Creation / Prototype Creation
© Azure DevOps Accelerator

@ Environments Provisioned

Assurance

HITACHI

BETA

ALPHA
> Build
Identify Sprint
Backlog
N
Release

Acceptance

Test

Compliance

Acceptance @

ALPHA
ASSESSMENT

Beta Planning

10

Building to GDS Service
Standards; including all
aspects of Technical,
Design, Data, Security and
Governance Assurance

Building to customer
guidelines and principles
including Information
Security and GDPR

Hitachi Solutions
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Adherence to GDS Service
Standards

Meeting User Needs during
Alpha Build Cycles

Sprint Prototype Demos
ensure acceptance criteria
has been achieved

\ 4

Adopting the customer
Governance approach and
joint ways of working
throughout an Alpha / Beta
engagement

Adopting an agile
governance approach
whilst ensuring standards
are being achieved

\ 4

* Project Planning for Beta

* Change and Adoption
Planning

* Training Needs Planning

* Product Backlog
Refinement
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HITACHI

Alpha journey example
®

Platform Capabilities Assessment

We work with you to review whether
Platform POC has delivered the business
configurability and technical capabilities
that support your future changes

n

la\
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Alpha Kick Off
Meeting

Agree engagement,
objectives, scope and
timescales at the outset

Alpha Playback

Combined playback of all
outputs from this phase
and present Beta plans.
Provide all Alpha artefacts
for your review

Hitachi Solutions

Alpha POC Backlog
Refinement

We work with you to
prioritise the UX and
Technical Hypotheses
identified in Discovery for
the Alpha POC

Roadmap & Architecture

If desired, we can support
you in refining the
Discovery roadmap and
create milestone
architectures inline with
your integration
requirements for your new
Platform or Service

O

Alpha POC Sprints

The POC team will start
the build of the POC
prototype model based
on your priorities in the
POC backlog

Beta Preparation

If you decide to proceed to
Beta, we will support you in
preparing the Beta backlog,
identify infrastructure
needed,
integration/migration plans
and prepare a Beta
project/resource plan for
your review

Alpha Sprint Playback
Review

We celebrate with you the
successes and lessons
learnt at the end of each
sprint

Alpha CDDO
Assessments

If desired, we can work
and support you
through a CDDO
Assessment

Platform
Configurability Review

Based on the lessons
learnt from the POC
sprints, we assess the
fit/gap of the new service
to refuse the existing
platform

Change and Adoption

We work with you to
provide a learning strategy
and high-level change
impact assessments based
on defined prototype
functionalities

Migration / Integration
Assessment

If Platform is deemed
viable for this service, we
help you identify the
migration/integration
requirements and level of
complexities

® <

Prototype User Testing

If desired, we can support
your alpha user research on
the platform or the service to
gather feedbacks from users
that can feed back into the
Alpha backlog
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Alpha prototyping

Prototype Approach and Testing

Approach

Prototype built to
1 GDS Standards

Accessible and meet WCAG2.1AA
standards

I'®

User research to discover real user
needs. Do the hard work upfront to
make the services simple/easy to use

User Research to help
refine journey

©

Prototype Testing with users from a

C] Prototype Testing to range of digital literacy and
receive early accessibility needs. Users feedback
feedback logged in Product Backlog for
review/redesign

) — . .
= Content Design Content that is clear, helpful and guide
v— users through the process

12 Hitachi Solutions
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Testing

&)

=

Test early with functional prototypes
Recruit end users with a range of digital literacy and accessibility needs

Feedback was captured and processed into the next round of evidence-
based design iterations

For example:

A

VRN

Include descriptive text of each sections
Content amendments for more direct instructions
Use of banner to display important messages

Colours to differentiate outstanding tasks

/
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Beta phase

Methodology/Roadmap example

PRIVATE BETA

HITACHI

BETA/LIVE

Project Kick Off
> Build Test
© Beta Kick Off
© Alpha Review and Beta Backlog Build Identify Sprint
@ Sprint Creation Backlog
N
© Technical Spikes @
© Environments Provisioned Release Acceptance
BETA
ASSESSMENT
Assurance Acceptance Compliance Live Planning
N N N N
7 7 7 7
* Building to GDS Service * Adherence to GDS Service * Adopting the customer * Project Planning
Standards; including all Standards Governance approach and (Hypercare) for Live

13

aspects of Technical,
Design, Data, Security and
Governance Assurance

Building to customer
guidelines and principles
including Information
Security and GDPR

Hitachi Solutions

* Meeting User Needs during

Private Beta Build Cycles
engagement

* Sprint Prototype Demos
ensure acceptance criteria
has been achieved

joint ways of working
throughout a Beta

* Adopting an agile
governance approach
whilst ensuring standards

are being achieved

* Change and Adoption Plan
Implemented

* Training Needs Plan
Implemented

* Hypercare Plan
Implemented
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Beta agile sprint iterations HITACHI

Example

3. BETA Sprint Iterations

. . + 2 weeks sprints .
1. Beta Kick-off Meeting (synchronised across the 5. Sprint Playback

project) * Presentation of sprint
outputs / Demos

» Discuss approach and high-
level objectives as agreed

A. Daily “stand-ups”
from “Inception” y P

B. Track sprint * Design Documents

development * Lessons Learnt
progress in DevOps

* Roles and Responsibilities

» Project objectives, Platform
roadmaps and Project MVP
discussed

* Project MVP and values
C. Deploy to relevant delivered

test environments

K
A
ANY
1"
Her
111
i
1

2. Beta Backlog 4. Governance 6. User Testing
review/refinement

A\ 4

+  Weekly project progress » Business users to test and
feedback as early as possible
after each sprint

+ Review user stories to be . - RAID log review
“pulled” into upcoming sprint _ )
+ Agree on Team Sprint Goals * Project MVP tracking * Feedback captured into Beta

and Obijectives * Look ahead future sprints backlog for prioritisations and

design
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Hitachi Solutions for the UK Government HITACHI

e ™
Our vision is to be government’s partner of choice for the design and delivery
of sustainable, human-centred, Microsoft Solutions and digital services.
Sustainable
government
) ) transformation.
Human-centred Deep Microsoft Emotionally
Services Expertise Aware Delivery Human-centric
Every service starts with + Hitachi Solutions is + Our former civil servants — b\/ default.
people and how technology dedicated exclusively to the bring deep understanding —
can make their day simpler. Microsoft ecosystem. and cultural alignment. Powered b\/
Microsoft.
+
4 )\
One Hitachi
Hitachi Solutions is part of Hitachi, Ltd., one of the world’s largest
and most respected organisations.
- 4

N J
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Our Credentials

17

Microsoft =l Microsoft

Solutions Partner

Microsoft global Government and Finance
Partner of the Year 2025

Microsoft Partner of the Year 2025 Finalists in
Build and Modernise Al Apps, Dynamics 365
Supply Chain, Dynamics 365 Sales and Customer
Insights, and Low Code Application Development

22 Years in Microsoft’s Inner Circle
(including 2025)

Microsoft Solutions Partner across Al Business
Solutions, Cloud and Al Platforms and Security
with 18+ specialisations

Hitachi Solutions

HITACHI

vl CYBER B |
(N ommercial
Government Digital ~
I n d u St ry St?;teari?\abil?ty /ilgllilance @ EEaEsNTIALS

Service

Keystone member of the Government Digital
Sustainability Alliance

Crown Commercial Service Supplier

Cyber Essentials Plus Certified

ISO-certified across Quality, Environment, Service,
Business Continuity, Information Security, and
Privacy Management

Recognised in the Smarter Working Live Awards
for our regulatory services Customer Experience
work with the Environment Agency

©Hitachi Solutions Europe, Ltd. All rights reserved.



Our Services and Expertise HITACHI

Sustainable business transformation through tailored advisory, consulting, and technology solutions.

Application Support & Managed Services Business Consulting & Transformation Strategy

Data & Analytics Custom Enterprise Apps, Pro & Low Code Dev

ERP, CRM & Agentic Business Applications Agile Government Delivery

Change, Adoption & Learning

. Powered vV .
Al, Agents & Automation Microsoft Cloud, Platform & Security

User-Centred Research & Design System Integration & Testing

Solution Advisory & Architecture
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Our Clients

Environment
Agency

"Hitachi Solutions brings substantial
digital expertise to the table,
complementing our robust business
experience. Their insights have been
instrumental in identifying opportunities
for enhancement and accelerating

our initiatives.”

Gillian Pratt
Deputy Director Future Regulation

at Environment Agency

N

office of the
independent
adjudicator

"Hitachi Solutions were really good

to work with, expertly turning our
processes into slick system functionality.
Their patience, understanding and "one
team” approach to this project
facilitated a free-flowing, inclusive
environment. Hitachi Solutions' expert
technical teams have delivered a great
user experience, employing creative
thinking to deliver to our often complex
requirements.”

Daniel Saward

-

OIA Head of Digital Technology

N /
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THE ROYALMINT

"Hitachi Solutions brought in a great
project team who we kept for the full
duration; they engaged with The Royal
Mint side of things very effectively.

It really felt like they were part of our
own team.”

Richard Hobbs
CIO The Royal Mint

N
-

o
/

Department
of Health &
Social Care

"DHSC collaborates closely with
Hitachi Solutions LTS, emphasising
the significance of our enduring
partnership characterised by
collaborative teamwork and mutual
trust. Operating with a framework
of high trust and capability, Hitachi
Solutions ensures the delivery of
quality and excellence to DHSC.
Hitachi Solutions should be very
proud of their track record in DHSC.”

Bryan Rayner
Head of IT Business Systems

G

ABERDEEN
CITY CouNciL

"Hitachi Solutions bring the innovation,
space and expertise needed to deliver
digital transformation at a pace

that is needed.”

Andy MacDonald

Director of Customer Services,
Aberdeen City Council

British Heart
Foundation

"Right from the start, we recognised

in Hitachi Solutions a potential partner
that would listen to us and really
recognise the value of what we

were trying to achieve, the lifesaving
benefits of what we were trying to
build and support.”

Alex Duncan
Chief Technology Officer

2N

Centre for Environment
Fisheries & Aquaculture

Science

Valuation Office
Agency

Rural Payments
Agency

Homes
England

i

UK Export
Finance

HITACHI

Department

for Environment
Food & Rural Affairs

HM Revenue
& Customs

154

City of Westminster

THE ROYAL BOROUGH OF

KENSINGTON

Forestry and

Land Scotland

Coilltearachd agus
] Fearann Alba
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Contact Us
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110 Bishopsgate,
23rd floor

EC2N 4AY London @ hitachi-solutions.co.uk
enguiries@hitachisolutions.com hitachi-solutions-europe o g R n.nggﬂ}{}}%

+44 (0)204 526 8510
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