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UI/UX IN E-GOVERNANCE

Empowering Every Citizen
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Introduction & Vision N

AN

Making Government Services Seamless, Accessible, and Citizen-Centric @

Digital India is transforming the way citizens interact with government services. But
technology alone is not enough — design plays a crucial role in making services
inclusive, accessible, and trustworthy.

A well-thought-out User Interface (Ul) and User Experience (UX) ensure that e-
Governance applications are not just functional, but truly citizen-friendly.

Why UI/UX Matters in e-Governance?

Bridging Citizens and Services through Design

Key Principles

A Inclusivity First Reducing Complexity

(;\ﬁ\ Government digital services must cater to =% Clear navigation, plain language, and
> all — from tech-savvy urban youth to rural intuitive icons help citizens quickly
first-time internet users, including the find and use the services they need.
elderly, persons with disabilities, and those
with limited literacy.
gy, Trust through Design Faster Adoption
w
E@ A clean, well-organized, and visually ©* When a service feels easy, predictable,
consistent interface reassures citizens and consistent, citizens are more likely to
that the service is secure and reliable. use it repeatedly.
: Accessibility as a Right _4. Performance Counts
(5\ | Compliance with WCAG (Web Content i ¢ ‘ Speed, minimal load times, and

Accessibility Guidelines) ensures offline access options directly impact
services work for screen readers, offer user satisfaction.

high contrast modes, and support

multiple languages.

. e A well-designed government app can reduce service completion time by up to 40%.
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% o Poor UXin online forms is one of the top reasons citizens abandon service requests midway.
" * e Personalization powered by Al can make e-Governance platforms feel like they “understand”
. —d

the citizen’s needs.



Difference between Ul and UX

Ul (User Interface)

UX (User Experience)

The visual layout and elements
(buttons, colors, typography).

Focuses on look and feel.

Example: Color scheme of a payment

button.

e The overall journey and interaction
quality while using the service.
e Focuses on functionality and

satisfaction.
e Example: How easy and error-free the
payment process feels.

Standards, Uniformity & Reusability
Building a Unified e-Governance Experience

Citizens often use multiple government portals. Consistency in design ensures they
don't need to “relearn” every time.

Adopting standards and reusable components helps:

v?""' Uniformity: Common navigation
&«/‘l styles, color palettes, and layout

patterns across all government

apps.

Ease of Maintenance: Updates to
a single reusable component can
instantly reflect across multiple
platforms.
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Cost Optimisation: Reusing Ul
components reduces development
time and expenses.

A~ Accessibility Compliance: Ensuring

¥ WCAG standards for persons with
disabilities.

The Road Ahead for Citizen-Centric Design

Increased Awareness & Sensitization
Key stakeholders from government
departments will understand the
importance of Ul/UX in e-Governance.

Capacity Building

Officials and developers will gain
knowledge on UX design thinking, UX
audits, and how to apply these principles
to existing portals and mobile apps.



Adoption of UX4G Design System Problem-Solution Mapping
Demonstration of the reusable digital Real-life government-to-citizen (G2C)
library repository (UX4G) will encourage  portal challenges will be discussed, with
departments to adopt standardized design  practical solutions mapped for future
components, improving consistency and  implementation.

efficiency across portals.

Commitment to Implementation Networking & Collaboration
Post-event follow-up actions may include Opportunity for inter-departmental
setting up UI/UX task forces, pilot projects,  collaboration to adopt a unified design
or formal adoption of the UX4G design system and share best practices.

guidelines at the state level.

| Design Once, Serve All -
The Future of e-Governance Ul/UX

By embedding Ul/UX best practices into the development lifecycle, e-Governance
can move from being just “digital” to being “delightfully digital”.

Need of the time

e National UI/UX design guidelines for e Regular citizen feedback cycles to
all government portals. improve UX.

e Centralised design system repository e Al-driven personalization for better
for reusable components. service delivery.

Ul/UX is not a “cosmetic” layer
It is the bridge between technology and citizens. A well-designed
e-Governance application ensures no citizen is left behind.
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Better Design. @

Better Access.
Better Governance.




