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The Role of Design in Rethinking How We Create Public Policy 
in the Age of Surveillance 

 
Civic engagement and public trust have been crippling in the face of unregulated 

technological advancements. From interactions between people to those between nation-states, 

the rise in technological manipulation range from seemingly harmless Facetune’d Instagram 

posts among social circles to detrimental deep fakes within domestic politics, and the lack of 

regulation has created a potential for society to hurtle itself into a situation where citizens are 

forced to put their autonomy and individualism on the line in exchange for a video call with 

loved ones. Trust is what holds people and communities together, and with the existence of 

online profiles often referred to as “highlight reels,” we suddenly create a double life to upkeep 

whether or not it was our intention. A 2018 Pew Research Center study suggests that 75% of 

Americans think their fellow citizens have lost trust in the federal government and 64% believe 

that people’s trust among each other is shrinking due to increase in greed, laziness, and 

dishonesty.  Currently within the United States, there’s no basic privacy law that addresses how 1

major tech companies handle issues surrounding nudged user behavior and the codependency 

people have to their products as a result of data collection and use. The current system in place 

(or lack thereof) attracts many loopholes for companies to freely collect excess behavioral data to 

sell to the highest bidder while normalizing a worrisome narrative for the public where “if you 

have nothing to hide, you have nothing to fear.” Among all of this, the field of design has also 

1 Rainie, Lee, and Andrew Perrin. “Key Findings about Americans' Declining Trust in Government and Each 
Other.” Pew Research Center. Pew Research Center, July 22, 2019. 
https://www.pewresearch.org/fact-tank/2019/07/22/key-findings-about-americans-declining-trust-in-government-an
d-each-other/. 
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played an unfortunate role of enablement in reinforcing and nudging users to succumb to this 

behavior through the use of dark user experience (UX) patterns. Design, especially user 

interface/user experience (UI/UX) design, has recently been popularized and incorporated into 

tech companies models and their core development teams among software engineers and product 

managers. As the digital age has taken shape these past two decades, design has quickly morphed 

from “serving the needs of the community” to solely creating “seamless, engaging interactions.” 

From smartphone games to the endless scroll, these dark patterns are at the root of internet 

addiction and declining self-image for many teens and adults alike.  Despite this narrative, 2

design doesn’t just serve to push pixels and make things look pretty for the sake of modern 

digital interactions or sleek interfaces. Before the wave of Silicon Valley came along, its purpose 

has always been to serve different populations by listening and empowering their narratives 

because that’s what gives power and meaning to the tools/technology at hand to support 

democracy. So, why hasn’t design been used to combat this issue through the policymaking 

process and through the engagement of the public? In this essay, I discuss the importance and 

benefits of taking a people-first design approach within policy creation especially with regard to 

rapid technological advancements. Firstly, I address the challenges of the current bureaucratic 

system in the face of innovation and the widening gap between the general public and the need 

for technical field experts. Secondly, I discuss the merits of service design tools and their 

potential to hone government services, regulatory bodies, and policy. Next, I propose a couple of 

adjustments to the current policy writing process with regard to technology and through a 

2 Gray, Colin M., Yubo Kou, Bryan Battles, Joseph Hoggatt, and Austin L. Toombs. “The Dark (Patterns) Side of 
UX Design.” Proceedings of the 2018 CHI Conference on Human Factors in Computing Systems - CHI 18, 2018. 
https://doi.org/10.1145/3173574.3174108. 
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“privacy by design” framework to alleviate the challenges of constituent communication and to 

empower democracy and personal autonomy. Lastly, I describe some limitations with this 

method and provide suggestions on how society can better integrate design into organizational 

frameworks to rebuild trust in future generations. 

 

1.  Challenges of the Bureaucratic System in the Face of Innovation  

The “digital Gilded Age” is a term that has gained significant traction recently just as 

“technology-driven innovation” has been popularized by start-ups and major corporations alike. 

The term is a spinoff of the 19th century gilded age where the economy boomed due to mining, 

farming, and ranching, painting the United States as a dreamy and glittery place to be despite 

deep-rooted corruption. Currently, the United States is still seen as an innovation hub where 

Google took off after the dotcom bubble burst, and since then other major tech companies like 

Facebook and Amazon have quickly followed suit. The mantra “move fast and break things” has 

created a massive demand for computer science and coding initiatives from both the private and 

public sectors with the expected job market to grow 16% between 2018 and 2028 according to 

the Bureau of Labor Statistics (BLS).  With incredibly niche markets and jobs emerging to 3

handle the complexities of these technologies from network engineers to specialized legal 

consultants, there’s now a gap that the average American can’t fill due to a lack of understanding 

to fix the technology they’re using every day. By funneling information through multiple 

stakeholders before reaching the person who originally inquired, it can be confusing, difficult, 

3 “Computer and Information Research Scientists : Occupational Outlook Handbook.” U.S. Bureau of Labor 
Statistics. U.S. Bureau of Labor Statistics, April 10, 2020. 
https://www.bls.gov/ooh/computer-and-information-technology/computer-and-information-research-scientists.htm. 
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and expensive for the general public, policymakers, and technologists alike to work together to 

ensure the transparency of products and services provided by corporations. This broken 

communication channel has led to poor regulatory oversight of major tech companies and has 

created a data mining playground for these corporations to claim the digital human experience as 

their own while disclosing only what they want while staying discreet about suspicious tracking 

activity. Since their inception, companies like Facebook and Google have lawyered up and paved 

the path for other companies alike to create incredibly long and indiscernible Terms & Services 

and privacy notices designed to coerce the public to passively accept every time. In 2012, 

Carnegie Mellon researchers published a paper suggesting that it would take 76 workdays for the 

average Internet user to read every privacy policy that they encounter in a year.  Significantly 4

disadvantaging the public, this standard and level of expectation that these major companies are 

held to is far too low for them to actually be incentivized to change their policies. When our 

economy, social value, and political motivators are all incentivized by growth, quality can 

quickly slip away in exchange for quantity. 

Even beyond the private sector, the public sector has been struggling to create a 

framework for privacy regulations. This is partly due to the fact that the current model used to 

develop regulation is not designed for fast-paced developments within the industry, but another 

part of it has to do with the people who hold seats in Congress. Age has been a prominent issue 

for local, state, and federal governments when it comes to policy-making. At the beginning of the 

115th Congress, the average age of Representatives was 57.8 years old while the average for 

4 @kwagstaff, Keith Wagstaff. “You'd Need 76 Work Days to Read All Your Privacy Policies Each Year.” Time. 
Time, March 6, 2012. 
https://techland.time.com/2012/03/06/youd-need-76-work-days-to-read-all-your-privacy-policies-each-year/. 
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Senators was 61.8 years old;  with new technologies advancing on a daily basis, it’s already 5

difficult for the average tech-savvy person to keep up with current events, and even more so for 

those who aren’t as attuned to emerging technologies as frequently, including members of 

Congress. A prime example of the contrast of knowledge between tech companies and 

government leaders can be shown through Mark Zuckerberg’s trial on Capitol Hill in 2018. 

Some of the more memorable questions that Senators asked included “how do you sustain a 

business model in which users don’t pay for your service?” (Senator Orrin Hatch) and  “Is 

Twitter the same as you?” (Sen. Lindsey Graham).  The problem isn’t that Senators aren’t 6

experts in every topic that they write laws for as they have the help of staffers and hearings to 

compensate for that, but the questions that get asked need to be far more critical in order to shape 

specific policy that ensures public safety and prevents data monopolies. Generally-speaking, 

existing regulatory systems and agencies are risk-averse. It can take years to write and 

implement policy; in contrast, emerging technologies can update in seconds, so there’s an added 

layer of complexity where policy has to stay relevant in order to protect citizens without 

overregulating to the point where innovation doesn’t have any room to breathe. 

 

 

 

5 Manning, Jennifer E. Membership of the 115th Congress: a profile, Membership of the 115th Congress: a profile § 
(n.d.). 
6  Zetlin, Minda. “Mark Zuckerberg Testified Before Congress. Here Are the Strangest and Funniest Questions They 
Asked.” Inc.com. Inc., April 12, 2018. 
https://www.inc.com/minda-zetlin/mark-zuckerberg-congress-hearings-funny-stupid-questions.html. 
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2. Service Design and Its Application to Public Services and Government Agencies 

Recently, various government agencies and technologists have recognized the 

inefficiencies of the public sector pipeline in getting things done and have taken action to 

establish “start-up”-esque programs and divisions to better government services in an agile, 

high-impact way. From the U.S. Digital Service founded by the 2013 US Deputy CTO, Jennifer 

Pahlka, to 18F, a digital services agency within the U.S. government to Tech Congress along 

with the Census Accelerate under the U.S. Census Bureau, human-centered design and 

organization-wide “design thinking” have been recognized as a major part of these 

establishments and have created a great start for a widespread understanding of design as a 

service; however, it’s important to ask whether the implications of these buzzwords are watering 

down the power of design to change the narrative surrounding policy and other 

government-related services. The term “design thinking,” first coined by IDEO, exploded this 

past decade with people paying thousands of dollars for boot camps surrounding flowery jargon 

that mean nothing. For example, the initial Wikipedia definition of design thinking was “creative 

strategies designers use during the process of designing. Design Thinking is also an approach 

that can be used to consider issues, with a means to help resolve these issues, more broadly than 

within professional design practice and has been applied in business as with as social issues.”  7

Someone can redact “design thinking” from that definition altogether and replace it with any 

company’s name, and people would be convinced that it was X company’s mission statement. 

Although the definition has been changed since its conception, design thinking has created 

7 “Design Thinking.” Wikipedia. Wikimedia Foundation, May 5, 2020. 
https://en.wikipedia.org/wiki/Design_thinking. 
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unexpected barriers to designers and has diluted their roles within agencies purely as “workshop 

facilitators” for program managers and software engineers. In order to relieve the assumptions 

behind this buzzword, in this paper moving forward, design thinking will be defined as a 

framework that incorporates qualitative research practices like co-creation, in-depth interviews, 

diary studies, etc. in addition to quantitative research analysis. Service design, in turn, is the 

application of this framework on a systems-level that examines the best ways to organize 

communication and touchpoints between a user and a provider for service delivery.  Its 8

application isn’t limited to products and services, rather, it also considers recommendations for 

people, infrastructure, and materials, which is what makes it so relevant for policy creation and 

government applications because detailed insights can be gathered about constituent satisfaction, 

concerns, and impact. According to the Interaction Design Foundation, the ten service design 

principles  are as follows: 9

1. Services should be designed based on a genuine comprehension of the purpose of the 
service, the demand for the service and the ability of the service provider to deliver that 
service. 

2. Services should be designed based on customer needs rather than the internal needs 
of the business. 

3. Services should be designed to deliver a unified and efficient system rather than 
component-by-component which can lead to poor overall service performance. 

4. Services should be designed based on creating value for users and customers and to be as 
efficient as possible. 

8 World Leaders in Research-Based User Experience. “Service Design 101.” Nielsen Norman Group. Accessed May 
6, 2020. https://www.nngroup.com/articles/service-design-101/. 
9 “The Principles of Service Design Thinking - Building Better Services.” The Interaction Design Foundation. 
Accessed May 6, 2020. 
https://www.interaction-design.org/literature/article/the-principles-of-service-design-thinking-building-better-service
s?mc_cid=50d08f08ed=117022e1f2. 
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5. Services should be designed on the understanding that special events (those that cause 
variation in general processes) will be treated as common events (and processes designed 
to accommodate them) 

6. Services should always be designed with input from the users of the service 
7. Services can and should be prototyped before being developed in full 
8. Services must be designed in conjunction with a clear business case and model 
9. Services should be developed as a minimum viable service (MVS) and then deployed. 

They can then be iterated and improved to add additional value based on user/customer 
feedback. 

10. Services should be designed and delivered in collaboration with all relevant stakeholders 
(both external and internal) 

 

The two points that are bolded surround the needs of the user and emphasize the importance of 

designing for the needs of the people rather than the company/agency. These two features are 

critical in creating regulation and services that can adapt to technological advancements because 

they ensure that people aren’t being taken advantage of for the benefit of the larger corporation. 

Because service design serves the framework of implementing qualitative research through 

phases of exploration, creation, and delivery, there are design methodology tools to facilitate 

better conversations and identify the needs of people which include customer journey maps, 

service blueprints, and customer expectations/satisfaction to name a few core examples. These 

tools contribute to the idea that the policymaking process doesn’t stop isn’t once a particular 

legislation passes; rather, it’s a continuous, holistic process that shapes itself with societal shifts. 

To understand how these tools work together, it’s important to understand each 

application standalone. A customer journey map (Exhibit A)  visualizes the experience of users 10

10 “Customer Journey Mapping Example: Standard Customer Journey Map Template.” Standard Customer Journey 
Map Template | Customer Journey Mapping Template. Accessed May 6, 2020. 
https://online.visual-paradigm.com/diagrams/templates/customer-journey-mapping/standard-customer-journey-map-
template/. 
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in four stages: awareness, consideration, decision, and post-experience. When it comes to public 

policy, policymakers and regulatory bodies can come together to create personas of their 

constituents to better empathize with their goals and think about a particular policy from various 

stages of lobbying and implementation. It can contribute to a better plan of action for 

policymakers in terms of getting their ideas to the forefront faster.  

 Exhibit A 

 

Because it can be difficult to foresee what the impacts of the implementation and 

enforcement of a particular policy can be, it’s important to follow a service blueprint in order to 

conduct risk assessments on a macro scale. A service blueprint (Exhibit B)  is a way to visualize 11

the relationship between different components in a system and is usually done after the customer 

journey map. In the example in Exhibit B, the blueprint demonstrates the process in which a 

11 World Leaders in Research-Based User Experience. “Service Blueprints: Definition.” Nielsen Norman Group. 
Accessed May 6, 2020. https://www.nngroup.com/articles/service-blueprints-definition/. 
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customer is making an online purchase, mapping out all of the support systems that happen both 

in the foreground and background to make the purchase happen. 

 Exhibit B 

In the instance of creating a policy surrounding public services, agencies and legislators 

can use this methodology to test out various action items of their proposals along with the current 

models to understand all of the moving parts as a whole and identify pain points, including 

which stakeholders could potentially be neglected in their plan. Both the customer journey map 

and the service blueprint act as risk minimization tools that are used prior to implementation, and 

once a particular policy is in place, it’s just as important to gauge constituent and stakeholder 

expectations and satisfaction. 
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Needless to say, it’s impossible to please everyone, so prior to policy implementation, 

policymakers should set metrics in determining what a “successful” implementation looks like 

over time. This should be done by analyzing each of the touchpoints established in the customer 

journey map and the service blueprint. Through the developed personas, responsibility should be 

put upon the regulators or upon a government services team to conduct in-person interviews with 

stakeholders to truly understand their perspectives and perceptions about a specific policy. The 

policymakers can reconvene to discuss and iterate about what’s working, what’s not working, 

and if the actual pain points match with their hypothesized ones. This is what it means to put 

people first. Service design humanizes government entities and diffuses the stigma/mistrust 

surrounding government. Furthermore, this new model could also reduce long-term costs from 

the get-go by better recognizing the true underlying problems in a system rather than the 

problems that are led by a “loudest voice” lobbying approach.  

The current policy-making process in its simplest form can be broken down into five 

parts: identification, clarification, formulation, implementation, and evaluation (Exhibit C).  The 12

previous design tools mentioned addressed identification of needs (customer journey) and need 

clarification (service blueprint), but what does the application of design surrounding regulation 

and public services look like in action?

12 Quicksey, Angel. “Service Design for Public Policy.” Medium. Medium, October 2, 2018. 
https://medium.com/@angelquicksey/service-design-for-policy-b0a9408dced1#_ftn7. 
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Exhibit C 

2.1 Service Design: NYC Government Case Study 

Analyzing a particular case study, the New York City Office of Opportunity (NYC 

Opportunity) launched a team called Service Design Studio in October 2017 with the goal of 

using service design to better the city’s public services. One of the projects that the team worked 

on was called NYC HOME-STAT which equips homeless response programs with better 

materials to help individuals facing displacement to transition out of homelessness. Based on the 

Service Design Studio’s process documentation, the team ran through the service design model 

by identifying their stakeholders, conducting a series of research methodologies, creating a 

solution, receiving feedback from stakeholders, and finally iterating upon their intervention.  13

Breaking their process down into those five steps, each part of NYC HOME-STAT’s 

development looked as follows: 

 

Step #1 Identifying Stakeholders: policymakers, street outreach workers, human 

resource administration, caseworkers 

13 Opportunity, NYC. “Case Study: HOME-STAT.” Medium. Civic Service Design Tools Tactics, July 8, 2019. 
https://civicservicedesign.com/home-stat-cb33905555b9. 
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Step #2 Research Methods: 62 interviews (one-on-one interviews, small group 

interviews), 10 Human Resource Administration workers shadowed, observational 

study, user journey mapping, stakeholder mapping, narrative report 

Step #3 Initial Solution: HOME-STAT online dashboard focused on data accuracy 

and transparency of the number of displaced individuals in the city. There was also an 

emphasis on FAQ where citizens can use the dashboard to connect with programs 

Step #4 Evaluation: The program intended for the homeless population turned out not 

to be as intuitive as the team initially thought. When launched to the public, individuals 

didn’t use the dashboard at all because it was said to be confusing. 

Step #5 Iteration: A team at Service Design Studio launched a new project to 

reevaluate the user research methods used and iterated by directly 

connecting/interviewing with homeless individuals rather than caseworkers and 

program admins.  

Iteration Outcome:  This, in turn, led to the development of in-depth journey maps of 

homeless clients using services around the city and allowed the team to create accurate 

and meaningful recommendations or policymakers surrounding where outreach 

services could be better located and what eligibility thresholds should be. Since its 

implementation, HOME-STAT has placed 2,146 clients into permanent, transitional, 

and other stabilizing housing. 
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What made NYC HOME-STAT so successful in its development was the team’s 

dedication to building trust with stakeholders early on in the process. They were also open to 

critique and feedback while revisiting their methods for a second iteration despite the amount of 

work that went into the initial launch. The strong relationships that were built with stakeholders 

broke down the intimidating stigma surrounding the government and humanized the experience 

by putting people first and designing with people rather than for people. 

 

3. Improving Privacy through Service Design and the “Privacy by Design” Framework 

Many people argue that the United States is one of the only advanced democracies 

without a basic privacy law and they advocate for the United States to follow in the footsteps of 

the European Union’s General Data Protection Regulation (GDPR). However, because the 

United States follows a sectoral “patchwork quilt” model and there’s no constitutional right to 

privacy, most companies are self-regulatory in the way they handle data collection and 

management. Although the Federal Trade Commission (FTC) has jurisdiction over fraud and 

deceptive practices with a wide assortment of broad regulations surrounding privacy like the Fair 

Information Practice Principles (FIPPS), Children’s Online Privacy Protection Act (COPPA), 

and the Health Insurance Portability and Accountability Act (HIPAA), there’s still a lack of 

consensus and understanding of what fair privacy consent, notice, and choice looks like. This 

disjunction along with the lack of adaptability in legislation has made it difficult to approach the 

privacy regulation problem because users of big tech’s “free” product and services see their 

digital footprint as a fair exchange for entertainment and don’t see a need for regulation. Instead, 
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it’s important for these products and services to be created with privacy in mind from the 

beginning of development. The Information and Privacy Commissioner of Ontario, Canada, Dr. 

Ann Cavoukian, developed a “Privacy by Design” framework in 2009. She provides a series of 

best practices that organizations should follow as proactive measures rather than reactive. The 

seven foundational principles of “Privacy by Design”  are as follows: 14

 

1. Proactive not Reactive; Preventative not Remedial 

2. Privacy as the Default Setting 

3. Privacy Embedded into Design 

4. Full Functionality — Positive-Sum, not Zero-Sum 

5. End-to-End Security — Full Lifecycle Protection 

6. Visibility and Transparency — Keep it Open 

7. Respect for User Privacy — Keep it User-Centric 

 

Based on these principles, there are noticeable similarities between this framework and 

the service design approach including ensuring that organizations are user-centric and 

transparent with their products. Further integrating these two concepts can lead to better research 

and understanding in the surveillance capitalism space and provide metrics for how we can 

approach privacy fatigue, relay the magnitude of the impacts of data monopolies, and create 

informed policy that puts people’s best interests first. Following the same steps that the NYC 

14 Cavoukian, Ann, and Mark Dixon. Privacy and security by design: an enterprise architecture 
approach, Privacy and security by design: an enterprise architecture approach § (n.d.). 
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Service Design Studio took, the initial steps below act as an example of what this approach 

might look like in action with the “Privacy by Design” framework in mind: 

 

Research question: How might we use design strategies to raise public expectations 

for Tech Giants in order to create regulation that fosters trust and autonomy? 

 

Step #1 Identifying Stakeholders: tech companies, citizens who use tech companies’ 

services and products, policymakers, government impact agencies, FTC  

Step #2 Research Methods: semi-structured interviews to understand what individual 

privacy viewpoints are and what they stem from (one-on-one interviews, small group 

interviews), observational study (to see if privacy behavior matches privacy beliefs), 

user journey mapping (to determine if and where privacy is embedded into particular 

service or product and to understand how people currently interact with these products), 

service blueprint (to understand where in the journey the user gives up on privacy), 

narrative report, affinity diagramming (to find emergent patterns between stakeholders’ 

answers) 

Step #3 Initial Solution* 

Step #4 Evaluation* 

Step #5 Iteration* 

*determined based on results of previous steps 
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This combined method is flexible enough to be used throughout all five steps of the 

policymaking process (Exhibit C) of identification, clarification, formulation, implementation, 

and evaluation of a policy; furthermore, it opens the opportunity to provide behavioral insight 

through semi-structured interviews and other qualitative research methods that otherwise 

wouldn’t have been possible through listening to lobbyers alone. 

 

4. Limitations and Next Steps 

The incorporation of service design is currently used most thoroughly in the 

implementation phase of the policymaking process if at all, and because it is still an emerging 

field, there are some limitations to its expansion in various organizations. Firstly, it can be rather 

cumbersome to change a company’s structure to follow a design-approach, especially without 

proper guidance. Many “design thinking” workshops for executives and managers alike often 

find that it’s difficult for participants to gather all of the information back to their companies for 

proper implementation. Furthermore, depending on the size of the company, people might 

disagree with this approach and decide to ignore the shift. To combat this, it’s important that 

government organizations and policymakers plan phases into the usage of service design and test 

out these methods on a smaller scale in order to build rapport and course-correct throughout the 

process before scaling up to all teams. It’s also important to keep in mind that service design is 

just one approach to problems and isn’t the be-all and end-all; it might not make sense for some 

organizations to use the full-out service design model rather than just a few methods here and 

there. Secondly, the merits of service design are still often misconstrued and overshadowed by 
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buzzwords like “efficiency” and “design thinking.” While these concepts are useful and 

applicable, it’s important to make sure team members are patient and put their assumptions on 

the table early on to avoid any disregard of the value of service design based upon distilled 

definitions of what design is thought to be. Furthermore, more organizations are taking a 

“people-first” approach each day and there have been major company culture shifts internally as 

well, so in order to make sure the next generation is prepared and familiar with what this means, 

it would be impactful to begin to teach design principles just as we teach sciences, maths, 

computer science, and social sciences in primary and secondary school. Rooted in empathy, 

design within early education has the potential to help kids connect with others and discover 

purpose in their work. This can lead to an easier transition to truly understanding ourselves as 

people and our societal needs to begin rebuilding the trust we’ve lost to the digital age over the 

last decade. 

 

Conclusion 

After the dot-com bubble burst and after the tragedies of 9/11, demand for surveillance 

increased among the American people, and Google supplied. Since then, Tech Giants have 

thrived in this poorly regulated field, treating the human experience as their own through forced 

consent. As the cost of using “free” products and services have increased over time, researchers 

have found that trust in the government and in each other has declined among the public. By 

incorporating empathy-driven methods of service design to approach policy surrounding privacy, 

government agencies and organizations alike can begin to empower democracy and societal trust 
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once more. As we continue to build and innovate as a nation, it is not only imperative for us to 

raise our standards of big tech but we must also begin to adapt how we create legislation by first 

recognizing the value of creating with people and not for people. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Dorcas Lin 
Emerging Technologies and the Law: Final Paper 
5/7/2020 
 

Bibliography 

@kwagstaff, Keith Wagstaff. “You'd Need 76 Work Days to Read All Your Privacy Policies 
Each Year.” Time. Time, March 6, 2012. 
https://techland.time.com/2012/03/06/youd-need-76-work-days-to-read-all-your-privacy-pol
icies-each-year/. 

 
Cavoukian, Ann, and Mark Dixon. Privacy and security by design: an enterprise architecture 

approach, Privacy and security by design: an enterprise architecture approach § (n.d.). 
 
“Computer and Information Research Scientists : Occupational Outlook Handbook.” U.S. Bureau 

of Labor Statistics. U.S. Bureau of Labor Statistics, April 10, 2020. 
https://www.bls.gov/ooh/computer-and-information-technology/computer-and-information-r
esearch-scientists.htm. 

 
“Customer Journey Mapping Example: Standard Customer Journey Map Template.” Standard 

Customer Journey Map Template | Customer Journey Mapping Template. Accessed May 6, 
2020. 
https://online.visual-paradigm.com/diagrams/templates/customer-journey-mapping/standard
-customer-journey-map-template/. 

 
“Design Thinking.” Wikipedia. Wikimedia Foundation, May 5, 2020. 

https://en.wikipedia.org/wiki/Design_thinking. 
 
Gray, Colin M., Yubo Kou, Bryan Battles, Joseph Hoggatt, and Austin L. Toombs. “The Dark 

(Patterns) Side of UX Design.” Proceedings of the 2018 CHI Conference on Human Factors 
in Computing Systems - CHI 18, 2018. https://doi.org/10.1145/3173574.3174108. 

 
Manning, Jennifer E. Membership of the 115th Congress: a profile, Membership of the 115th 

Congress: a profile § (n.d.). 
 
Opportunity, NYC. “Case Study: HOME-STAT.” Medium. Civic Service Design Tools Tactics, 

July 8, 2019. https://civicservicedesign.com/home-stat-cb33905555b9. 
 
Quicksey, Angel. “Service Design for Public Policy.” Medium. Medium, October 2, 2018. 

https://medium.com/@angelquicksey/service-design-for-policy-b0a9408dced1#_ftn7. 
 
Rainie, Lee, and Andrew Perrin. “Key Findings about Americans' Declining Trust in Government 

and Each Other.” Pew Research Center. Pew Research Center, July 22, 2019. 
https://www.pewresearch.org/fact-tank/2019/07/22/key-findings-about-americans-declining-
trust-in-government-and-each-other/. 

 

 



Dorcas Lin 
Emerging Technologies and the Law: Final Paper 
5/7/2020 
 

“The Principles of Service Design Thinking - Building Better Services.” The Interaction Design 
Foundation. Accessed May 6, 2020. 
https://www.interaction-design.org/literature/article/the-principles-of-service-design-thinkin
g-building-better-services?mc_cid=50d08f08ed=117022e1f2. 

 
World Leaders in Research-Based User Experience. “Service Design 101.” Nielsen Norman 

Group. Accessed May 6, 2020. https://www.nngroup.com/articles/service-design-101/. 
 
World Leaders in Research-Based User Experience. “Service Blueprints: Definition.” Nielsen 

Norman Group. Accessed May 6, 2020. 
https://www.nngroup.com/articles/service-blueprints-definition/. 

 
 

 


