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GovTalks!
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Tom Kershaw
Project Lead, Interaction Designer

Emma Baker
Interaction & Communications Designer

Nick Dupey
Director

Lindsey Turner
Communications Designer

Gabe Mugar
Design Researcher
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A B O U T  I D E O

We are a global 
design 
consultancy.
We create impact 
through design.
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A B O U T  I D E O

We offer a global 
perspective.

SAN FRANCISCO CAMBRIDGE LONDON TOKYO

PALO ALTO NEW YORK MUNICH SHANGHAI

CHICAGO DUBAI LIMA
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A B O U T  I D E O

We work across 
scales and sectors.
IDEO has the privilege to work with leading companies across a 
variety of industries. This breadth of experience designing for a wide 
range of human needs informs every project we do, and the 
crossovers and intersections between them brings unparalleled 
insight to each challenge.
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A B O U T  I D E O

We pioneered 
design thinking.

(viability)

(feasibility)

(desirability)

Truly innovative solutions require a balance of desirability, feasibility 
and viability. IDEO pioneered this methodology, and has applied it 
for more than 40 years to help organizations innovate, grow and 
bring to market new ideas—from the design of the  first Apple mouse 
to the Keep the Change program for Bank          of America.
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Our process is 
iterative & cyclical.
This design thinking process is best thought of as a virtuous cycle of 
exploring opportunity areas, creating potential solutions and testing 
those creations to quickly gather feedback to move ideas and 
prototypes to solutions and plans that can be implemented. 
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A B O U T  I D E O

It always starts 
with people.
A key factor driving our work is the fact that we know what people 
say and what they do are often be different. For this reason, we not 
only interview people, but we also observe them at work and at play, 
so that we can design for the natural inconsistencies of everyday life. 
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A B O U T  I D E O

And that 
includes you.
To us, all clients are partners. We work shoulder to shoulder, 
informal collaboration and co-creation over formal presentations. 
The outcome? Great design work, new friendships, a new lens 
through which to see the world, and a new ownership for tackling the 
toughest challenges.
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A B S T R A C T
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A B O U T  I D E O

C O N C R E T E

F R A M E W O R K S

O P P O R T U N I T I E SI N S I G H T S

O B S E R V A T I O N S S O L U T I O N S
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We believe government 
services are an incredible 
opportunity for design.
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D E S I G N  F O R  G O V E R N M E N T
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And that designing for 
government is designing 
how citizens experience 
your services.
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T H E 
A D V O C A T E

T H E 
V U L N E R A B L E

T H E 
C U S T O M E R

D E S I G N  F O R  G O V E R N M E N T
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D E S I G N  F O R  G O V E R N M E N T

What that looks like is just a 
tool to improve the experience 
of service, both for you and 
the people you serve. 
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JOURNEY CARDS
A modular tool that quickly orients an 
entrepreneur to the steps to consider when 
opening or growing a business.

COMMUNITY EVENTS
Portable service center focused on outreach 
about new services, processes and 
assistance available. Hosted by Action Officer.

MOBILE
Partnered with Community Events, this mobile 
service center travels to a wider variety of 
locations on a more frequent basis. It provides 
outreach, checkins and celebrations.

HOUSE CALLS
Personal visits with an Action Officer at home 
or office by appointment. Visits get people 
started, address questions and provide 
support during complex situations.

G.I.Y. KIT
Take away package of tools given at end of an 
initial visit. The tools get entrepreneurs 
started in the process and allow for easy 
follow up with questions.

Getting Started with the Right Tools and Support
The Dept of Doing acts as a business coach, identifying resources
and expertise needed about the local market, available locations and 
spaces, and how to navigate the upcoming set-up approvals processes.

Navigating Setup and Processes
The Dept of Doing acts as a navigator, guiding customers 
through the City processes including a new tailored First Step 
meeting, to help understand relevant planning, zoning, and 
permitting constraints.

Playing Many Roles and Balancing  All the Pieces
The Dept of Doing acts as a connector, enabling new business 
owners to identify and source necessary vendors, partners, and 
services needed to open. It checks in on a yearly basis to 
connect to local growth opportunities and ongoing support.

ASSESSMENT TOOL
Online tool provides initial assessment to help 
setup customized timeline for a project. 
Supported by Action Officer and appropriate 
city staff.

TRACKING TOOL
Once project is started, the timeline 
coordinates all team members working 
together. It provides action items and 
messaging to keep everyone aligned.

ACTION OFFICER TRIAGE TOOL
Simple set of questions to aid the Action 
Officer in triaging new and experienced 
visitors. Tool guides visitor through the overall 
process and helps set expectations.

BASECAMP
Multi-disciplinary teams come together to 
work in this space to support projects through 
the process. As needed outside partners are 
in attendance to provide consultation to the 
business owner.

LINE JUMP CARD
During the process it may become clear that 
expediting of a step is needed. This card 
simply acknowledges to all members of the 
team that special treatment was given. There 
is no existing way to track this behavior.

CONGRATULATIONS NOTE
A simple recognition and positive note that a 
business made it through the process and 
opened in Gainesville.

Action 
Officer
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Project Stonefruit
D S G A  +  I D E O
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How might we design a new 
Georgia.gov platform that is 
honest and approachable, yet 
official and trustworthy?

 23

T H E  C H A L L E N G E



 24

D
 S

 G
 a

   
 +

   
I D

 E
 O

  
//

   
   

 C
O

N
FI

D
EN

TI
A

L

W H O  W E  T A L K E D  T O

Agencies
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• Department of Driver Services 

• Department of Revenue

Licenses & 
Certifications

• Department of Human Services

01

W H O  W E  T A L K E D  T O

Providing 
Information

Providing Critical 
Services

• Environmental Protection Division 

• Department of Audits 

• Office of the Attorney General 

• Georgia Department of Economic Development

02 03
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We need to be honest, 
approachable, and 
trustworthy.” 
Balancing the perception of authority with  
a friendly experience is essential. 

“ 

D E P A R T M E N T  O F  R E V E N U E
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D E P A R T M E N T  O F  A U D I T S

What we do has a direct 
impact on the public.”  
Public servants take pride in their work and want to make sure their services 
connect to Georgia’s residents. 

“ 
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D E P A R T M E N T  O F  H U M A N  S E R V I C E S

If you want to find the closest 
meals on wheels...a complex 
website won’t help you.” 
Agency websites have lots of content, but content that is essential  
to wellbeing needs to take priority. 

“ 



 29

D
 S

 G
 a

   
 +

   
 I 

D
 E

 O
  

//
   

   
 C

O
N

FI
D

EN
TI

A
L

O F F I C E  O F  T H E  A T T O R N E Y  G E N E R A L

People get confused about 
the services we offer.”  
Improving how an agency communicates their mission  
could maximize their relevance to Georgia’s residents. 

“ 
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D E P A R T M E N T  O F  E C O N O M I C  D E V E L O P M E N T

You can’t just be 
transparent, you also 
have to educate.” 
It’s not enough to put content on a website, you need to provide context and help 
residents understand how services are relevant to their needs. 

“ 
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Residents

W H O  W E  T A L K E D  T O
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Road Trip 

Savannah > Dublin > Macon > Atlanta 
248 miles
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Connecting low income 
residents of Georgia with 
State services to support 
economic mobility and 
survival.

Social Workers

Interacting with 
representatives and public 
engagement opportunities to 
advance opportunities for 
Georgia’s marginalized 
residents.

Civically 
Engaged

Georgia’s residents who use 
state services to contend with 
challenging life 
circumstances.

Critical Service 
Recipients Annual visits to State agency 

websites to renew a license or 
file taxes.

Repeat Users

Defining the digital strategy 
at their agency

Leadership at 
State Agencies

W H O  W E  T A L K E D  T O
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Savannah
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Group Discussion @ SCAD 

6 participants, civically engaged
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Sacrificial Concepts
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I N T E R V I E W  

Cally & Monica 

Receives Disability & Food Stamps
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I N T E R V I E W  

Historic Macon 
Foundation 

Downtown Macon 
5 Employees
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Atlanta
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I N T E R V I E W  

Emmaus House 

NGO: Peoplestown, Atlanta 
4 employees, 1 community member



 43

D
 S

 G
 a

   
 +

   
 I 

D
 E

 O
  

//
   

   
 C

O
N

FI
D

EN
TI

A
L

W H I N E  &  D I N E  

Ponce City Market 

6 participants, entrepreneurs / small business 
Native Georgians & New Arrivals
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A B O U T  I D E O

C O N C R E T E

F R A M E W O R K S

O P P O R T U N I T I E SI N S I G H T S

O B S E R V A T I O N S S O L U T I O N S
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T H E 
A D V O C A T E

T H E 
O R G A N I Z E R

Urgent

Non Urgent

T H E 
V U L N E R A B L E

T H E 
C U S T O M E R

We

Me

U S E R  F R A M E W O R K
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U S E R  F R A M E W O R K
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I N S I G H T S

“Georgias” on 
my mind.

Georgia is booming, 
for some.

Government 
interactions are a 
necessary pain.

01— 02— 03—

Information and 
directions require 
deciphering. 

Government doesn’t 
always feel like my 
champion.

Georgia is the 
new frontier.

04— 05— 06—
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Insights

R E S E A R C H  S Y N T H E S I S
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I N S I G H T S

“Georgias” on 
my mind.

Georgia is booming, 
for some.

Government 
interactions are a 
necessary pain.

01— 02— 03—

Information and 
directions require 
deciphering. 

Government doesn’t 
always feel like my 
champion.

Georgia is the 
new frontier.

04— 05— 06—
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You don’t want to, but you have to. Georgia’s residents describe 
their interactions with government as shrouded in negative 
emotions. Entrepreneurs in Atlanta delayed frustrating LLC 
registration processes and low income residents accessing public 
assistance describe feeling a sense of shame and fear when they 
have to advocate for resources for which they qualify. Even simple 
processes like renewing a license lead some to say “I would pay a 
few dollars if it meant I didn’t have to interact with [the state].”

I N S I G H T  # 3

Government 
interactions are a 
necessary pain.
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People from the coast to metro Atlanta expressed challenges with 
deciphering how different state agencies connected to their unique 
needs. Lisa from Macon said that she wanted “government to say 
who they are, why they matter, what their purpose is. That's a 
question most people can't answer.” For some, this lack of clarity is 
made worse in moments where their urgent questions go 
unanswered, only to be bounced around between different staff 
members. In moments like this, Callie, 58, who relies on food 
stamp and disability support, said that “when things get messy...it’s 
best to talk to someone in person.”

Information 
and directions 
require 
deciphering. 

I N S I G H T  # 4
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Georgia inspires a sense of optimism around what might be 
possible. In Savannah, Candice, 26, pointed to the renovation of 
abandoned buildings as an example of progress she is excited 
about, while Rachel in Macon sees her city as a blank canvas full of 
opportunity. Elizabeth, a 35 year old entrepreneur from Atlanta 
noted, “Atlanta is a city to where people can come here from 
anywhere and build something...when I lived in New York, I never 
saw my money...That idea of I can come here, start something, and 
get somewhere further than I would and be anywhere else...that's 
kind of the progression that I see for the future.”  
 
 

Georgia is the new 
frontier.

I N S I G H T  # 6
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Design Principles

R E S E A R C H  S Y N T H E S I S
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Provide clear and concise language around how an 
agency’s mission fits into the lives of Georgians and 
addresses their needs. Residents want to know how to 
interact with you and where they stand. Give residents 
tips on how to navigate moments when processes work 
and when they don’t. Whether it’s knowing how much 
money is in their food stamp account or where their 
drivers license application is in the pipeline, give 
residents up to date information. 
 
 
 
 

Give it to them 
straight. 

D E S I G N  P R I N C I P L E  # 1
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Presenting all the content on an agency’s website without 
prioritizing what is most important to residents makes 
the experience feel impersonal. Make a personal 
connection with Georgia’s residents by prioritizing 
popular content as it appears in analytics and offer 
residents the option of creating personalized dashboards 
populated with shortcuts to their most visited pages and 
services. 
 
 
 
 
 

Always ask why. 

D E S I G N  P R I N C I P L E  # 2
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Residents should walk away from their digital experience 
feeling upbeat and confident. Stick to language that 
people outside of agencies can understand, avoid words 
that are too esoteric or academic, and use an empathic, 
conversational tone when creating content and services 
for difficult life moments. Let Georgia’s residents know 
that you’re happy they came to your website. 

Official, but 
approachable. 

D E S I G N  P R I N C I P L E  # 3
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Digital services are a critical part to improving the 
efficiency of government service delivery, but sometimes 
residents have questions. Push the digital service 
approach but always keep the option of speaking to a real 
live human close at hand, and let them know it’s ok to do 
this!  
 
 
 
 
 
 
 
 
 

Happy to help.

D E S I G N  P R I N C I P L E  # 4
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Residents don’t understand (or care) which agencies 
they’re interacting with—just that they can get their 
government business done. Likewise, if there is 
information that is relevant  
across different services within an agency, residents don’t 
want to repeatedly fill it in. 

Create process efficiencies that avoid repeated work on 
the part of the resident, andmaintain a cohesive look and 
feel that builds trust. 

Present a united 
front.

D E S I G N  P R I N C I P L E  # 5
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Be authentically Georgia—use real photos and real 
resident stories whenever possible. 

Embrace an approachability and modernity to 
government that sets Georgia apart fromother states. 
Likewise, don’t be afraid to elevate what makes Georgia 
unique, whether it’s a digital approach to hospitality, or 
colors that reflect the people or feeling of the state. 

Tell the story 
of Georgia.

D E S I G N  P R I N C I P L E  # 6
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Give it to them 
straight.

Always ask why. Official, but 
approachable.

D E S I G N  P R I N C I P L E S

Happy to Help. Present a unified 
front.

Tell the story of 
Georgia.
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The Brand

D E S I G N
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What is the platform’s (and by 
extension, Georgia 

Government’s) personality?
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W E  A R E

Pragmatic
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W E  A R E

Inclusive
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Empowering

W E  A R E
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Official

W E  A R E
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Charming

W E  A R E
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So how do we bring 
all of this to life?
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Logo
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Traditionally, the 
Georgia state seal 
includes an arch with 
three pillars, to 
represent both the 
legislative, judicial and 
executive branches of 
government, as well as 
the constitutional 
principles of wisdom, 
justice, and moderation. 
We chose to use the 
pillars as a recognizable 
symbol of authority, but 
to modernize the design 
and give it a digital 
twist. 

P R I M A R Y  M A R K
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There are two parts that 
make up the identity 
system for the 
Georgia.gov platform: 
The wordmark (or 
logotype) and a 
logomark. Although the 
system is flexible, the 
integrity of the logos 
should be maintained. 
Don’t stretch or skew 
them. 

On dark grounds, the 
preferred version of the 
mark has the “pillars” 
logomark rendered in 
Gold Dome, #d1ad57.

I D E N T I T Y  S Y S T E M
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The Georgia.gov 
platform color palette is 
designed to be cohesive 
yet flexible; ownable yet 
timeless; confident yet 
warm. 

Deep blue-greens reflect 
the brand’s timeless and 
official nature, while 
warm peach tones, gold 
accents lend a modern 
approachability. In print 
materials, gold foil can 
act as an accent.

C O L O R
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The color system 
extends to a variety of 
color palettes to 
empower agencies to 
choose tones that best fit 
their unique services.

C O L O R  P A L E T T E S

THE FOUNDATION

PEACHY KEEN STARS AND STRIPES MINIMALIST

SOUTHERN MORNINGS GEORGIA PINESIMPLE STATEHOUSE STATE PARK
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A note on 
typography



 77

D
 S

 G
 a

   
 +

   
I D

 E
 O

  
//

   
   

 C
O

N
FI

D
EN

TI
A

L

Matthew 
Carter
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Though at first it seems 
like the obvious 
solution, Georgia is a 
time-tested typeface that 
is extremely legible. By 
including the light and 
semibold weights of 
Georgia Pro, we create a 
robust type system that 
can extend from large 
headlines to long 
paragraphs of body 
copy. When used 
together, the typography 
strikes a balance 
between elegance and 
practicality.

T Y P O G R A P H Y

The quick brown fox  
jumps over the lazy dog.
ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz

GEORGIA PRO LIGHT

The quick brown fox 
jumps over the lazy dog.
ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz

GEORGIA REGULAR

The quick brown fox 
jumps over the lazy dog.
ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz

GEORGIA PRO SEMIBOLD

The quick brown fox 
jumps over the lazy dog.
ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz

GEORGIA ITALIC

The quick brown fox 
jumps over the lazy dog.
ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz

GEORGIA PRO SEMIBOLD ITALIC

The quick brown fox 
jumps over the lazy dog.
ABCDEFGHIJKLMNOPQRSTUVWXYZ
abcdefghijklmnopqrstuvwxyz

GEORGIA PRO LIGHT ITALIC
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Spot illustrations add 
color, charm and visual 
interest to a page, as 
well as serving as a 
visual aide to 
communicate content. 
This simple, monoline 
illustration style helps to 
convey the overall 
personality of our 
brand. The illustrations 
are used as icons to link 
to popular topics, and as 
illustrations of content.  

New illustrations may 
be drawn using a 2pt 
stroke weight within the 
bounds of a 100px 
circle.

S P O T  I L L U S T R A T I O N S

The “shadow” behind 
the illustrations should 
change according to the 
color theme of the page. 
The lines of the 
illustration should 
always be Soft Black.
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Our patterns feature the 
official symbols of the 
state of Georgia, 
rendered in our color 
palette. They lend a 
sense of elegance and 
charm to otherwise 
utilitarian applications. 
Use them in situations 
that call for a little 
something special, but 
beware of adding too 
many decorative 
elements in situations 
that call for a more 
somber tone. To ensure 
legibility, never overlay 
text over the patterns. 

P A T T E R N S
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Like the patterns, 
background images of 
Georgia landscapes can 
be used to liven up a dull 
page. Use them 
sparingly, and never 
superimpose text 
without a layer in 
between the text and the 
image. 

B A C K G R O U N D  I M A G E S
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Design System

D E S I G N
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L E A R N  M O R E

Georgia Safe to Sleep is a statewide 
collaborative, including 77 birthing 
hospitals, to protect infants from 
sleep-related deaths. Learn about 
the ABCs: Alone. Back. Crib.

Safe to Sleep 
Campaign

Popular TopicsElected OfficialsCities & CountiesBlogAgenciesAbout Georgia

Search

An official website of the State of Georgia government  Here’s how you know Agency A-ZLanguage: English
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User Testing

D E S I G N



D
 S

 G
 a

   
 x

   
 L

 U
 L

 L
 A

 B
 O

 T
   

 X
   

  I
 D

 E
 O

 99



D
 S

 G
 a

   
 +

   
I D

 E
 O

  
//

   
   

 C
O

N
FI

D
EN

TI
A

L

 100

We spoke to three residents and two agency staff from 
Savannah, Macon, and Atlanta. 

We asked them to take on tasks in our prototypes, 
finding specific pieces of information. 

We also asked them to respond to the look and feel of 
the prototypes.

U S E R  T E S T I N G
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It’s nice, clear, and 
simple.”

The illustration looks 
lively.”

It’s good that feedback is 
anonymous. That way 
you’re not afraid you’ll 
lose your benefits.”

01 02

K E Y  Q U O T E S  F R O M  F O O D  S T A M P S

02 03
“ “ “

Happy to Help. 

Vulnerable populations want to be heard but fear 
retribution. Creating comfort around feedback 
makes the experience feel more human.

Official, but approachable. 

Illustration lightens up the mood for a serious 
topic.

Give it to them straight. 

Description of steps empower residents to take 
action and clean design helps them focus on 
important content.
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That’s too many words 
for the mission 
statement. Skip to what 
people need.” 

Having option to select 
where you live [in agency 
search] makes me feel 
like where I live matters.” 

A lot of times you don’t 
know where to start...the 
steps are empowering for 
people who don’t know 
where to start.”

01

K E Y  Q U O T E S  F R O M  V E H I C L E  R E G I S T R A T I O N

02 03
“ “ “

Always ask why. 

How much do people need to know about an 
agency in order to take action? How might too 
much information distract from what is essential?

Tell the story of Georgia. 

The opportunity for people to see their town or 
county represented on a website can break the 
feeling that state government is Atlanta centric.

Give it to them straight. 

When people have the information they need, they 
are confident and prepared to take action.
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Thank you!

T H A T ’ S  A L L ,  F O L K S

 105


