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Introduction

For citizens around the world, websites are now the 

IDFH�RI�WKH�SXEOLF�VHFWRU��:H�ǓOH�RXU�WD[HV��DSSO\�IRU� 

XQHPSOR\PHQW�� ERRN� YDFFLQHV�� UHJLVWHU� FKDQJHV� RI� 

DGGUHVV��DSSO\�IRU�YLVDV�DQG�FLWL]HQVKLS��DQG�UHQHZ�RXU

� passports and ID cards, all online. 

7KLV�GLJLWDO�WUDQVIRUPDWLRQ�KDV�EHHQ�JURZLQJ�VWHDGLO\� 

IRU�GHFDGHV��,Q�PDQ\�QDWLRQV��LWƦV�DOUHDG\�VDYLQJ�JRY-

HUQPHQWV�WLPH�DQG�PRQH\�ZKLOH�JLYLQJ�FLWL]HQV�D�IDLUHU� 

DQG�VPRRWKHU�FLWL]HQ�H[SHULHQFH��

The spread of COVID-19 accelerated and stress- 

testHG�GLJLWDO�SXEOLF�VHUYLFH�GHOLYHU\��:LWK�ELOOLRQV�RI� 

YDFFLQHV�JLYHQ�ZRUOGZLGH�� WKH� UROORXW�RI�YDFFLQDWLRQV� 

PD\� ZHOO� EH� WKH� PRVW� ZLGH�VFDOH� VHUYLFH� GHOLYHU\� LQ� 

KLVWRU\��

$QG�ZKLOH�YDFFLQDWLRQ�UHJLVWUDWLRQV�VKRZHG�WKH�SRWHQ-

WLDO�RI�GLJLWDO� VHUYLFHV�DW� VFDOH�� WKH\ƦYH�DOVR� UHYHDOHG�

WKH�PDQ\�FKDOOHQJHV�WKH�SXEOLF�VHFWRU�IDFHV�LQ�LWV�LQHY-

LWDEOH�VKLIW�WR�GLJLWDO��

,Q�WKLV�JXLGH��ZH�GUDZ�XSRQ�VXUYH\V��UHSRUWV��DFDGHPLF�

SDSHUV�� DQG� UHDO�ZRUOG� H[DPSOHV� WR� H[SORUH� WKHVH�

FKDOOHQJHV�DQG�WKH�OHVVRQV�WKH\�WHDFK�XV�DERXW�FUHDW-

LQJ�FRVW�HǖHFWLYH��IXQFWLRQDO��DQG�FLWL]HQ�FHQWULF�GLJL-

WDO�VHUYLFHV��
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What are citizen-centric services?
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Why are citizen-centric services important?

&LWL]HQ�FHQWULF�VHUYLFHV�SXW�FLWL]HQV�DW�WKH�FHQWHU�RI�HYHU\WKLQJ�DQ�

RUJDQL]DWLRQ� GRHV�� $� FLWL]HQ�FHQWULF� DSSURDFK� ǓUVW� UHOLHV� RQ� DQ�

LQ�GHSWK�XQGHUVWDQGLQJ�RI�FLWL]HQVƦ�QHHGV��H[SHFWDWLRQV��DQG�H[-

SHULHQFHV�� $QG� VHFRQG�� LW� XVHV� WKDW� XQGHUVWDQGLQJ� WR� LPSOHPHQW�

VWUDWHJLHV�WR�PDNH�VHUYLFHV�DV�HǗFLHQW�� UHOLDEOH��DQG�VWUDLJKWIRU-

ward as possible. 

7KH�IRFXV�RQ�FLWL]HQ�FHQWULF�VHUYLFHV�LV�QRW�XQOLNH�WKH�IRFXV�RQ�FXV-

WRPHU�H[SHULHQFH�GHVLJQ�LQ�WKH�SULYDWH�VHFWRU��,WƦV�D�WHOOLQJ�VLJQ�WKDW�

DQ�LPSURYHG�IHGHUDO�ƨFXVWRPHU�H[SHULHQFHƩ�LV�RQH�RI�WKH�WKUHH�FRUH�

REMHFWLYHV� LQ� WKH�8�6�� %LGHQ�+DUULV� DGPLQLVWUDWLRQƦV�Management 
Agenda Vision.

%XW�JRYHUQPHQWVƦ�VFRSH�LV�XQSDUDOOHOHG��7KH\ƦUH�WKH�ZRUOGƦV�ODUJHVW�

VHUYLFH�SURYLGHUV��PHDQLQJ� LPSURYHPHQWV� WR� WKHLU�GLJLWDO� VHUYLFHV�

FDQ�WRXFK�PLOOLRQV�RI�OLYHV��%\�XQGHUVWDQGLQJ�DQG�FDWHULQJ�WR�FLWL]HQ�

QHHGV� DQG� H[SHFWDWLRQV�� JRYHUQPHQWV� FDQ� GHVLJQ� VHUYLFHV� WKDW�

HQFRXUDJH�DGRSWLRQ�� VDYH�PRQH\�� DQG� LPSURYH� FLWL]HQ� VDWLVIDF-

tion. 

$QG� LPSRUWDQWO\�� WKH�PRYHPHQW� WRZDUG�FLWL]HQ�FHQWULFLW\� LQ�JRY-

HUQPHQW� LV� DQ� HVVHQWLDOO\� GHPRFUDWLF� RQH�� 6HUYLFH� GHOLYHU\� EH-

FRPHV� D� WZR�ZD\� UHODWLRQVKLS� WKDWƦV� RUJDQL]HG� DURXQG� FLWL]HQV��

.H\�WR�WKLV�UHODWLRQVKLS�LV�VLPSOH��UHOLDEOH��IDLU��DQG�HǖHFWLYH�VHUYLFH�

GHOLYHU\�

7KH�LPSDFWV�RI�FLWL]HQ�FHQWULF�VHUYLFH�GHOLYHU\�DUH�PDQ\��

For citizens, interactions with the public sector become smoother, 

HDVLHU��DQG�PRUH�HQMR\DEOH��$QG�IRU�JRYHUQPHQWV��VHUYLFH�GHOLYHU\�

EHFRPHV�PRUH�HǗFLHQW�DQG�HǖHFWLYH��

&LWL]HQ�FHQWULF� VHUYLFHV� KHOS� EXLOG� WUXVW� DQG� VDYH� UHVRXUFHV�� WZR�

NH\�EHQHǓWV�WKDW�DUH�GULYLQJ�WKH�PRYHPHQW�WRZDUGV�FLWL]HQ�FHQWULF�

VHUYLFH�GHVLJQ�

https://assets.performance.gov/PMA/Biden-Harris_Management_Agenda_Vision_11-18.pdf
https://assets.performance.gov/PMA/Biden-Harris_Management_Agenda_Vision_11-18.pdf


Building trust
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)LJ����*RRJOH�DXWRFRPSOHWH�UHVXOWV�IRU�ƨJRYHUQPHQW�ZHEVLWHV�DUHƩ

)LJ����������&XVWRPHU�6DWLVIDFWLRQ�VFRUHV�DFURVV�LQGXVWULHV
6RXUFH��U.S. Federal Government

https://measuringu.com/state-govt-ux/The latest research�RQ�WUXVW�LQ�JRYHUQPHQW�EUHDNV�WUXVW�LQWR�WZR�FDWH-
JRULHV��WUXVW�LQ�LQWHQWLRQV�DQG�WUXVW�LQ�FRPSHWHQFH��

7UXVW� LQ� LQWHQWLRQV� LV�FRQFHUQHG�ZLWK�YDOXHV� OLNH� LQWHJULW\�DQG�WUDQV-
SDUHQF\�� 7UXVW� LQ� FRPSHWHQFH� LV� DERXW� RXWFRPHVƤDERXW� KRZ�ZHOO�
JRYHUQPHQWV� GHOLYHU� RQ� H[SHFWDWLRQV� DQG� SHUIRUP� WKHLU� SHUFHLYHG�
role. 

7KH�KDUG�WUXWK�LV�JRYHUQPHQWV�W\SLFDOO\�VFRUH�WHUULEO\�IRU�FRPSHWHQFH�
RI�VHUYLFH�GHOLYHU\�DQG�FXVWRPHU�VDWLVIDFWLRQ��,Q�������WKH�8�6��)HGHUDO�
*RYHUQPHQW�VFRUHG� ORZHU�WKDQ�XWLOLWLHV�FRPSDQLHV��FDU� UHQWDO�FRP-
panies, and airlines.  

7KHVH�UHVXOWV�PLUURU�D������report�WKDW�IRXQG�8�6��JRYHUQPHQW�ZHE-
VLWHV�VFRUHG�EHORZ�DYHUDJH� �LQ� WKH���WK�SHUFHQWLOH�� IRU�XVHU�H[SHUL-
HQFH�� $QG� LQ� ������ ���� RI� IHGHUDO� DJHQFLHV� VFRUHG� ƨSRRUƩ� RU� ƨYHU\�
SRRUƩ�RQ�)RUUHVWHUƦV�8�6�� )HGHUDO�&XVWRPHU�([SHULHQFH� ,QGH[�� FRP-
SDUHG�ZLWK�RQO\�����RI�EUDQGV�LQ�WKH�SULYDWH�VHFWRU��

,WƦV�QR�ZRQGHU�*RRJOH�DXWRFRPSOHWH� UHVXOWV� IRU� ƨJRYHUQPHQW�ZHE-
VLWHV�DUHƩ�ORRN�OLNH�WKLV�

https://measuringu.com/state-govt-ux/

https://www.oecd-ilibrary.org/governance/an-updated-oecd-framework-on-drivers-of-trust-in-public-institutions-to-meet-current-and-future-challenges_b6c5478c-en
https://measuringu.com/state-govt-ux/
https://assets.performance.gov/PMA/Biden-Harris_Management_Agenda_Vision_11-18.pdf


&LWL]HQV�ZKR�DUH�VDWLVǓHG�ZLWK�
public services are nine times more 
likely to trust their government 
than those who are not.
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)LJ�����3XEOLF�LQVWLWXWLRQVƦ�UROH�OHDGLQJ�WR�WUXVW��6RXUFH��OECD�

6HUYLFH�GHOLYHU\�LV�ZKHQ�FLWL]HQV�DUH�H[SRVHG�WR�DQG�HYDOXDWH�WKH�

FRPSHWHQFH�RI�JRYHUQPHQW��9RWLQJ�� WD[HV�� YDFFLQHVƤWKHVH�DUH�

DOO�VHUYLFHV�SURYLGHG�E\�JRYHUQPHQWV�WR�FLWL]HQV��

$�SRRU�VHUYLFH�H[SHULHQFH�FDXVHV�IUXVWUDWLRQ�DPRQJ�FLWL]HQV� 
impacts trust and credibility��DQG�EXLOGV�D�QHJDWLYH�SHUFHSWLRQ�RI�
JRYHUQPHQW��)DLOHG�GLJLWDO�JRYHUQPHQW�SURMHFWV�ǓOO�XS�7ZLWWHU�IHHGV�

and news headlines��DQG�WKH\�FRQWULEXWH�WR�WKH�JHQHUDO�VHQVH�WKDW�
SXEOLF� VHUYLFHV� DUH� GLǗFXOW� DQG�EHKLQG� WKH� WLPHV�� $PRQJ� WKH� ���

2(&'�FRXQWULHV��RQO\�51% of citizens�UHSRUWHG�WUXVWLQJ�WKHLU�JRYHUQ-

PHQW�LQ�������,Q�WKH�8�6��WKDW�number is 24%.

&LWL]HQ�FHQWULF� VHUYLFH� GHOLYHU\� RǖHUV� DQ� RSSRUWXQLW\� WR� LPSURYH�

WKLV��&LWL]HQV�ZKR�DUH�VDWLVǓHG�ZLWK�SXEOLF�VHUYLFHV�DUH�nine times 
more�OLNHO\�WR�WUXVW�WKHLU�JRYHUQPHQW�WKDQ�WKRVH�ZKR�DUH�QRW�

)LJXUH���VKRZV�WKH�2(&'ƦV�ǓYH�NH\�GULYHUV�RI�WUXVW�LQ�SXEOLF�LQVWLWX-

WLRQV��7KHVH�FRQFHSWV�DUH�HPEHGGHG�WKURXJKRXW�WKH�UHFRPPHQ-

GDWLRQV�LQ�WKLV�JXLGH�DQG�SURYLGH�D�VHW�RI�YDOXHV�DQG�JXLGHOLQHV�IRU�

GHYHORSLQJ�VHUYLFH�GHOLYHU\�WKDW�LQVSLUHV�WUXVW���

https://www.oecd.org/gov/trust-in-government.htm

https://www2.deloitte.com/us/en/insights/industry/public-sector/building-trust-in-government.html
https://www.sciencedirect.com/science/article/abs/pii/S0740624X1400121X
https://gothamist.com/news/nyc-website-crash-bad-tech-can-next-mayor-change
https://www.oecd.org/gov/trust-in-government.htm
https://www.pewresearch.org/politics/2021/05/17/public-trust-in-government-1958-2021/
https://www.mckinsey.com/industries/public-and-social-sector/our-insights/digital-public-services-how-to-achieve-fast-transformation-at-scale
https://www.mckinsey.com/industries/public-and-social-sector/our-insights/digital-public-services-how-to-achieve-fast-transformation-at-scale
https://www.oecd.org/gov/trust-in-government.htm


Saving resources
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By putting citizens at the center of 
public service design, governments 
can boost trust, save time and money, 
and increase citizen satisfaction.

)LJ�����'LJLWDO�SXEOLF�VHUYLFHV�KDYH�HQRUPRXV�SRWHQWLDO�IRU�HǗFLHQW�VHUYLFH�GHOLYHU\��

�6RXUFH��McKinsey & Company�

%XLOGLQJ�WUXVW�DQG�LPSURYLQJ�FLWL]HQ�VDWLVIDFWLRQ�DUH�NH\�REMHFWLYHV�IRU�WKH�

SXEOLF�VHFWRU�DW�DOO�OHYHOV��%XW�XQOLNH�PDQ\�ODUJH�SULYDWH�VHFWRU�EXVLQHVVHV�

WKDW�LQYHVW�PDVVLYH�VXPV�LQ�FXVWRPHU�H[SHULHQFH�GHVLJQ��WKH�SXEOLF�VHFWRU�

UXQV� RQ� WLJKW� GHSDUWPHQWDO� EXGJHWV� DQG� IDFHV� PDQ\� KXUGOHV� WR� GLJLWDO�

transformation.

7KH�XSVLGH�LV�WKDW�GLJLWDO�VHUYLFH�GHOLYHU\�FRQVLVWHQWO\�GHOLYHUV�DQ�LPSUHVVLYH�

UHWXUQ�RQ�LQYHVWPHQW��8QOLNH�VHUYLFH�FHQWHUV��ZHEVLWHV�DUH�RSHQ�WR�WKH�SXEOLF�

�����DQG�UHTXLUH�OHVV�RQJRLQJ�PDLQWHQDQFH�DQG�VWDǗQJ�FRVWV��'LJLWDO�VHU-

YLFH�GHOLYHU\� LV� OHVV� WLPH�FRQVXPLQJ�ERWK� IRU� FLWL]HQV��ZKR�GRQƦW� KDYH� WR�

WUDYHO�RU� WDNH�WLPH�Rǖ�ZRUN��DQG�SXEOLF�VHUYDQWV�� IRU�ZKRP� LQIRUPDWLRQ� LV�

VWUHDPOLQHG�� $QG� DXWRPDWLRQ� LQFUHDVHV� HǗFLHQF\� DQG� VDYHV� FRVWV� RQ�

FDVH�KDQGOLQJ��GDWD�HQWU\��DQG�UHFRUG�NHHSLQJ��

,Q������DORQH��WKH�8�.�� UHSRUWHG�WKDW� LWV�GLJLWDO�WUDQVIRUPDWLRQ�HǖRUWV�KDG�

VDYHG�d����ELOOLRQ�������ELOOLRQ�86'���7KHVH�DUH�WKH�WKUHH�NH\�DUHDV�WKH\�UH-

SRUWHG�OHG�WR�WKHVH�VDYLQJV�

 

     • 98%+ of driving tests being booked online

 

     • ����RI�VHOI�DVVHVVPHQW�ǓOLQJ�SHUIRUPHG�WKURXJK�RQOLQH�FKDQQHOV

 

     • ���PLOOLRQ�SHRSOH�UHJLVWHULQJ�WR�YRWH�XVLQJ�D�QHZ�GLJLWDO�VHUYLFH

(DFK�RI�WKHVH�FKDQJHV�LQYROYHV�DOORZLQJ�FLWL]HQV�GLJLWDO��ǔH[LEOH��VHOI�VHU-

YLFH�PHWKRGV�RI�HQJDJLQJ�ZLWK�WKH�SXEOLF�VHFWRU��7KH\�DUH�DOO�H[DPSOHV�RI�

FLWL]HQ�FHQWULF�VHUYLFH�GHOLYHU\�WKDW�VKRZ�KXJH�UHWXUQ�RQ�LQYHVWPHQW�

&LWL]HQ�FHQWULF�GLJLWDO� VHUYLFH�GHOLYHU\�RǖHUV�PDVVLYH�SRWHQWLDO� IRU�JRY-
ernments across the globe. By putting citizens at the center of public ser-
vice design, governments can boost trust, save time and money, and in-
crease citizen satisfaction. 

https://www.mckinsey.com/industries/public-and-social-sector/our-insights/digital-public-services-how-to-achieve-fast-transformation-at-scale
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6 Steps to Improving Digital Public Services

1. Prioritize clear, open communication

7KH�&29,'����SDQGHPLF�KDV�VKRZQ�WKDW�GLJLWDO�VHUYLFH�GHOLYHU\�LV�
QRW�RQO\�DQ�LPSRUWDQW�GHYHORSPHQW��EXW�LQ�PDQ\�FDVHV�WKH�RQO\�
DYDLODEOH�RSWLRQ��:KHQ�VHUYLFHV�QHHGHG�WR�VFDOH�IDVW��DQG�ORFDO�
DQG�IHGHUDO�JRYHUQPHQWV�IDFHG�SXEOLF�KHDOWK�UHJXODWLRQV��LW�ZDV�
GLJLWDO�VHUYLFH�GHOLYHU\�WKDW�FDUULHG�WKHP�WKURXJK���

7KH�IROORZLQJ�JXLGH�SURYLGHV���FOHDU�FRQVLGHUDWLRQV�DQG�OHVVRQV�
OHDUQHG�IURP�GLJLWDO�VHUYLFH�GHOLYHU\�DQG�UHJLVWUDWLRQV�EHIRUH�DQG�

GXULQJ�WKH�SDQGHPLF��8VLQJ�YDFFLQDWLRQ�UHJLVWUDWLRQV�DV�D�UHSUH-
VHQWDWLYH� H[DPSOH� RI�ZKDW� GLJLWDO� VHUYLFH� GHOLYHU\� ORRNV� OLNH� DW�
VFDOH��WKHVH�UHFRPPHQGDWLRQV�VKRZ�D�SDWK�IRUZDUG�WR� LPSURYH�
UHJLVWUDWLRQV�DQG�GHYHORS�FLWL]HQ�FHQWULF�SXEOLF�VHUYLFHV��

)LUVW�DQG�IRUHPRVW��FLWL]HQ�FHQWULF�VHUYLFH�GHOLYHU\�LV�DERXW�FRP-
PXQLFDWLRQƤLQ�ERWK�GLUHFWLRQV��,WƦV�DERXW�FRPPXQLFDWLQJ�ZLWK�FLW-
L]HQV�DQG�OHWWLQJ�WKHP�FRPPXQLFDWH�ZLWK�\RX�

2SHQQHVV�LV�RQH�RI�WKH�2(&'ƦV�ǓYH�NH\�GULYHUV�RI�WUXVW��,W�LQYROYHV�
OLVWHQLQJ��FRQVXOWLQJ��HQJDJLQJ��DQG�H[SODLQLQJ�WKLQJV�WR�FLWL]HQV�

)RU�FLWL]HQ�FHQWULF�VHUYLFH�GHOLYHU\��WZR�ZD\�FRPPXQLFDWLRQ�
HQDEOHV�����

• 'HHSHU�XQGHUVWDQGLQJ�RI�WKH�QHHGV�RI�FLWL]HQV

• ([SHFWDWLRQ�VHWWLQJ

• ,QFUHDVHG�SDUWLFLSDWLRQ�DQG�HQJDJHPHQW�RSSRUWXQLWLHV

•�3UHSDULQJ�FLWL]HQV�IRU�VHUYLFH�GHOLYHU\�WR�ERRVW�HǗFDF\�

� DQG�HǗFLHQF\�

•�%HWWHU�SXEOLF�XQGHUVWDQGLQJ�RI�ZKDW�WKH�JRYHUQPHQW�LV�

� GRLQJ�DQG�ZK\
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)LJ�����7ZHHW�KLJKOLJKWLQJ�FLWL]HQ�FRQIXVLRQ�RYHU�YDFFLQDWLRQ�UHJLVWUDWLRQV���

https://gothamist.com/news/new-yorkers-eligible-vaccine-report-frustrations-city-registration-websites

https://www.technologyreview.com/2021/01/30/1017086/cdc-44-million-vaccine-data-vams-problems/

:H�VHH�WKH�LPSRUWDQFH�RI�FOHDU�DQG�HǖHFWLYH�FRPPXQLFDWLRQ�LQ�
DOO�IRUPV�RI�UHJLVWUDWLRQV�DQG�SXEOLF�VHUYLFHV��)URP�XQHPSOR\PHQW�
FODLPV��WR�YRWLQJ��WR�YDFFLQDWLRQ�UHJLVWUDWLRQV��WKHUH�DUH�FRXQWOHVV�
FDVHV�RI�FLWL]HQ�IUXVWUDWLRQ��FRQIXVLRQ��DQG�EDG�35�WKDW�FRXOGƦYH�
EHHQ�DYRLGHG�ZLWK�WHVWLQJ��RSWLPL]DWLRQ��DQG�HǖHFWLYH�FRPPXQL-
cation.

,Q�1HZ�<RUN��IRU�H[DPSOH��GXULQJ�WKH�ǓUVW�VWDJH�RI�WKH�YDFFLQH�UROO-
out, SHRSOH�FRXOGQƦW�ǓJXUH RXW�ZKHUH�WR�ERRN�D�YDFFLQDWLRQ��

&RPPXQLFDWLRQ� LVVXHV� GXULQJ� YDFFLQDWLRQ� UHJLVWUDWLRQV� ZHUHQƦW�
OLPLWHG�WR�WKH�ERRNLQJ�VWDJH��VD\V�/RUULQ�3DQJ��WKH�GLVWULFW�KHDOWK�
RǗFHU�LQ�0DXL��+DZDLL��6KH�WROG�WKH�MIT Technology Review �

ƨ:KHQ� SHRSOH� VLJQHG� XS� ZLWK� 9$06� >D� YDFFLQH� PDQDJHPHQW�
V\VWHP@�� ,� FRXOGQƦW� VHQG� VSHFLǓF� LQVWUXFWLRQV� DERXW� WKH�
GULYH�WKURXJK��(DW�EHIRUH�\RX�FRPH��XVH�WKH�EDWKURRP��(OGHUO\�
JX\V�ZKR�GLGQƦW�JHW�WKH�PHVVDJHƤD�ORW�RI�WKHP�KDG�WR�JHW�RXW�RI�
WKHLU�FDUV�DQG�EH�KHOSHG�WR�WKH�EDWKURRP�Ʃ

7KH� ODFN� RI� FDSDFLW\� IRU� FRPPXQLFDWLRQ� GXULQJ� DQG� DIWHU� WKH�
ERRNLQJ�SURFHVV�OHIW�FLWL]HQV�XQSUHSDUHG�DQG�IUXVWUDWHG��7KLV�FUH-
DWHV�D�ZRUVH�H[SHULHQFH�ERWK�IRU�WKRVH�JHWWLQJ�YDFFLQDWHG��DQG�
WKRVH�DGPLQLVWHULQJ�YDFFLQHV�

7KH�VDPH�LVVXHV�KDYH�SODJXHG�YRWHU�UHJLVWUDWLRQV��)LYH�\HDUV�HDU-
OLHU�LQ�1HZ�<RUN����������%URRNO\Q�YRWHUV�ZHUH�UHPRYHG�IURP�YRWHU�
SROOV��DQG�PDQ\�PRUH�ZHUH�IRUELGGHQ�IURP�YRWLQJ�IRU�QRW�PHHWLQJ�
FRQYROXWHG�FULWHULD��7KH�*XDUGLDQ�interviewed one of these indi-
YLGXDOV��ZKR�VDLG��

ƨ,ƦP�RQH�RI�WKH�PDQ\�%URRNO\QLWHV�ZKR�IRXQG�KLV�QDPH�LQH[SOLFD-
EO\�WDNHQ�Rǖ�WKH�UROOV�ZKHQ�,�WULHG�WR�YRWH��3ULRU�WR�WRGD\��,�QHYHU�
IHOW�WKH�QHHG�WR�FKHFN�P\�HOLJLELOLW\��DV�,�KDYH�YRWHG�LQ�'HPRFUDW-
LF� SULPDULHV� EHIRUH� DV� IDU� EDFN� DV� ZKHQ� +LOODU\� &OLQWRQ� DQG�
%DUDFN�2EDPD�ZHUH�FDPSDLJQLQJ��,�DP�RXWUDJHG�E\�WKLV�VLWXD-
WLRQ� DQG� IHHO� WKDW� WKLV� UHDOO\� XQGHUPLQHV� WKH� FUHGLELOLW\� RI� RXU�
JRYHUQPHQW�Ʃ

https://gothamist.com/news/new-yorkers-eligible-vaccine-report-frustrations-city-registration-websites
https://www.technologyreview.com/2021/01/30/1017086/cdc-44-million-vaccine-data-vams-problems/
https://www.theguardian.com/us-news/2016/apr/19/new-york-independent-voter-registration-frustration-sanders-democratic-primary
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2. Design for everyone

)LJ�����$DURQ�:DOWHUƦV�KLHUDUFK\�RI�XVHU�QHHGV�

..........................................................................................................................................................................................................

,Q� ERWK� H[DPSOHV�� FLWL]HQV� DUH� WU\LQJ� WR� IXOǓOO� WKHLU� FLYLF� GXW\��

7KH\ƦUH�VWULYLQJ�WR�FRQWULEXWH�WR�GHPRFUDF\�DQG�SXEOLF�KHDOWK�\HW�

DUH�OHIW�IUXVWUDWHG�DQG�GLVPD\HG�EHFDXVH�RI�XQFOHDU�FRPPXQLFD-

WLRQ�DQG�D�PLVDSSUHKHQVLRQ�RI�UHTXLUHPHQWV�

7KH�SDWKV� WR� WKH�XVH�RI�SXEOLF� VHUYLFHV� QHHG� WR�EH� VLPSOH�DQG�

FOHDUO\� FRPPXQLFDWHG� LI� JRYHUQPHQWV� ZDQW� FLWL]HQV� WR� HQJDJH�

ZLWK�DQG�XVH�WKHP��*RYHUQPHQWV�QHHG�WR�VHW�H[SHFWDWLRQV��SUH-

SDUH�FLWL]HQV��DQG�IROORZ�WKURXJK�

Communication is key to creating a great citizen experience. 
And a great experience is key to ensuring people return to 
use public services year after year.

*RYHUQPHQW�ZHEVLWHV�KDYH�QHYHU�EHHQ�IDPRXV�IRU�WKHLU�ǔDVK\�RU�

LQWXLWLYH�GHVLJQ��%XW�ZHE�GHVLJQ�LV�FULWLFDO�ZKHQ�WKHUH�DUH�PLOOLRQV�

RI�SHRSOH� IURP�DOO�DJHV�DQG�EDFNJURXQGV�YLVLWLQJ�SXEOLF� VHFWRU�

VLWHV� IRU� DFFHVV� WR� FULWLFDO� LQIRUPDWLRQ� DQG� VHUYLFHV�� )RU� FLWL-

]HQ�FHQWULF�VHUYLFH�GHOLYHU\��KLJK�TXDOLW\�ZHE�GHVLJQ�LV�D�PXVW��

:KHQ�FLWL]HQV�DFFHVV�GLJLWDO�VHUYLFHV��WKH\�DUH�QR�ORQJHU�MXVW�FLWL-

]HQV��WKH\�EHFRPH�XVHUV��DQG�XVHUV�KDYH�FHUWDLQ�QHHGV��8VHU�H[-

SHULHQFH� �8;��GHVLJQHU�$DUURQ�:DOWHUƦV�+LHUDUFK\�RI�8VHU�QHHGV�

VXJJHVWV�WKDW�WR�VDWLVI\�FLWL]HQV��GLJLWDO�VHUYLFHV�VKRXOG�EH�IXQF-

WLRQDO��UHOLDEOH��XVDEOH��DQG�SOHDVXUDEOHƤLQ�WKDW�RUGHU���
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Functional

)LJ�����6XUYH\�RI�FLWL]HQVƦ�GLǗFXOWLHV�ZLWK�GLJLWDO�WUDQVDFWLRQV��6RXUFH��IADB�

KWWSV���ZZZ�HSL�RUJ�EORJ�XQHPSOR\PHQW�ǓOLQJ�IDLOXUHV�QHZ�VXUYH\�FRQǓUPV�WKDW�PLOOLRQV�RI�MREOHVV�ZHUH�XQDEOH�WR�ǓOH�DQ�XQHPSOR\PHQW�LQVXUDQFH�FODLP�

$�IXQFWLRQDO�VHUYLFH�LV�RQH�WKDW�ZRUNV�WR�KHOS�FLWL]HQV�PHHW�WKHLU�

JRDO�DQG�QHHGV��)XQFWLRQDOLW\�LV�WKH�IRXQGDWLRQDO�HOHPHQW�RI�FLWL-

]HQ�H[SHULHQFH�GHVLJQ�EHFDXVH�VHUYLFHV�DUH�XVHOHVV�LI�WKH\�GRQƦW�

function.

In a 2021 survey�RI�RYHU��������/DWLQ�$PHULFDQ�DQG�&DULEEHDQ�

FLWL]HQV�� ���� GHVFULEHG� FRPSOHWLQJ� D� JRYHUQPHQW� WUDQVDFWLRQ�

RQOLQH�DV�ƩGLǗFXOWƩ�RU�ƩYHU\�GLǗFXOWƩ��7KHLU�WRS�FRPSODLQWV"�7HFK-

QLFDO�GLǗFXOWLHV��XQFOHDU�LQIRUPDWLRQ��VORZ�SURFHVVLQJ�VSHHGV��DQG�

SDJHV�EHLQJ�XQDYDLODEOH�RQ�PRELOH�

In short, the websites didn’t function as they should have.

$� ����� VXUYH\� FRQGXFWHG� E\� WKH� Economic Policy Institute 

UHDFKHG� VLPLODU� FRQFOXVLRQV� IRU� FLWL]HQV�DSSO\LQJ� IRU� XQHPSOR\-

PHQW�EHQHǓWV� LQ� WKH�8�6�� ,W� IRXQG�WKDW� IRU�HYHU\� ���FLWL]HQV�ZKR�

VXFFHVVIXOO\� DSSOLHG�� WKHUH�ZHUH� ����ZKR� WULHG� EXW� FRXOGQƦW� JHW�

WKURXJK��DQG���WKDW�DYRLGHG�DSSO\LQJ�DOWRJHWKHU�EHFDXVH�LW�ZDV�

WRR�GLǗFXOW��

:KHQ� \RXƦUH� GHVLJQLQJ� GLJLWDO� VHUYLFHV�� WKHLU� IXQFWLRQ� VKRXOG�

DOZD\V�EH� WRS�RI�PLQG�� 3UREH� WKH�SXUSRVH�RI� HYHU\�ZHEVLWH� RU�

SDJH�

• :K\�GR�XVHUV�YLVLW�LW"

• :KDW�DUH�WKHLU�QHHGV�RQFH�WKHUH"

• :KDW�GR�WKH\�KRSH�WR�ǓQG�RU�DFKLHYH"

• &DQ�WKH\�FRPSOHWH�WKHLU�JRDOV"

7R� DQVZHU� WKHVH� TXHVWLRQV�� \RX� QHHG� WR� OLVWHQ� WR� FLWL]HQV�� <RX�

QHHG�WR�WHVW�DQG�UHWHVW�\RXU�ZHEVLWH��WUDFN�KRZ�SHRSOH�DUH�XVLQJ�

LW��DQG�FRQVWDQWO\�PRQLWRU�LW�IRU�LVVXHV�

https://publications.iadb.org/publications/english/document/Public-Services-and-Digital-Government-during-the-Pandemic-Perspectives-of-Citizens-Civil-Servants-and-Government-Institutions.pdf
https://publications.iadb.org/publications/english/document/Public-Services-and-Digital-Government-during-the-Pandemic-Perspectives-of-Citizens-Civil-Servants-and-Government-Institutions.pdf
https://www.epi.org/blog/unemployment-filing-failures-new-survey-confirms-that-millions-of-jobless-were-unable-to-file-an-unemployment-insurance-claim/
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Reliable

$�UHOLDEOH�VHUYLFH�LV�RQH�FLWL]HQV�FDQ�FRXQW�RQ�WR�IXOǓOO�LWV�SXUSRVH�

FRQVLVWHQWO\�� &LWL]HQV� WXUQ� WR� JRYHUQPHQWV� IRU� HVVHQWLDO� VHU-

YLFHVƤWKH\�QHHG�WR�WUXVW�WKHVH�VHUYLFHV�WR�EH�DYDLODEOH�DQG�UHOL-

DEOH��5HOLDELOLW\� LV�D�NH\�GULYHU�RI� WUXVW��DQG�GLJLWDO�VHUYLFHV�WKDW�

IDOWHU�DQG�IDLO�LPSDFW�WKH�SHUFHLYHG�FRPSHWHQFH�RI�JRYHUQPHQW�

&UHDWLQJ�UHOLDEOH�VHUYLFHV�LV�FRPSOH[��,W�LQYROYHV�FUHDWLQJ�VHUYLFHV�

WKDW�FDQ�VFDOH��WHVWLQJ�WKHP�WR�NHHS�WKHP�EXJ�IUHH��DQG�HQVXULQJ�

WKH\�SHUIRUP�TXLFNO\�DQG�VPRRWKO\��$QG�DOO� WKLV�PXVW�EH�WUXH����

KRXUV�D�GD\����GD\V�D�ZHHN������GD\V�D�\HDU�

,WƦV� SDUWLFXODUO\� tricky to scale systems� WR� PDWFK� VSLNHV� LQ�

GHPDQG�� DV� WKH\ƦUH� RIWHQ� KDUG� WR�SUHGLFW�� /HJLVODWLYH� FKDQJHV��

ZRUOG�HYHQWV��DQG�ELJ�DQQRXQFHPHQWV�RXW�RI�&,2VƦ�DQG�,7�SURIHV-

VLRQDOVƦ�FRQWURO�FDQ�XQH[SHFWHGO\�GULYH�FLWL]HQV�WR�SXEOLF�VHFWRU�

ZHEVLWHV��FDXVLQJ�WKHP�WR�FUDVK�ZKHQ�WKH\ƦUH�DW�WKHLU�PRVW�YLVL-

ble.

+HUHƦV�D�EHKLQG�WKH�VFHQHV�ORRN�DW�ZHE�WUDǗF�WR�D�YDFFLQDWLRQ�

ZHEVLWH�ZH�ZRUN�ZLWK��$W���������30��RQ�WKLV�GD\��D�SUHVV�FRQIHU-

ence was held where it was announced that booster shots would 

EH�DYDLODEOH�IRU�D�FHUWDLQ�DJH�JURXS��

:LWKLQ�PLQXWHV��ZHE�WUDǗF�URVH�IURP�D�FRXSOH�KXQGUHG�WR�������

SHRSOH�� ,I� WKH� ZHEVLWH� GLG� QRW� KDYH� D� virtual waiting room in

SODFH�� WKH�SUHVV� FRQIHUHQFH� WUDǗF� VSLNH� FRXOG� KDYH�EURXJKW� LW�

FUDVKLQJ�GRZQ��

3URYLGLQJ�UHOLDEOH�GLJLWDO�VHUYLFHV�LV�QR�VPDOO�WDVN��,W�UHTXLUHV�TXDOL-

ǓHG� YHQGRUV� WR� GHOLYHU� JOLWFK�IUHH� VHUYLFHV� DQG� VSHFLDOL]HG� UH-

VRXUFHV�WR�PRQLWRU��ǔDJ��DQG�Ǔ[�LVVXHV�ZKHQ�WKH\�DULVH��$QG�LW�UH-

TXLUHV�ZHE�WUDǗF�PDQDJHPHQW�VROXWLRQV�WR�NHHS�V\VWHPV�RQOLQH�

DQG�VHUYH�FLWL]HQV�QR�PDWWHU�WKH�GHPDQG��%XW�LWƦV�D�FULWLFDO�EXLOG-

LQJ�EORFN� IRU�GHOLYHULQJ� WKH�GHSHQGDEOH�GLJLWDO� VHUYLFHV�FLWL]HQV�

GHVHUYH����

https://queue-it.com/virtual-waiting-room/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides

)LJ�����%HKLQG�WKH�VFHQHV�RI�D�ZHEVLWH�WUDǗF�VSLNH�FDXVHG�E\�D�SUHVV�FRQIHUHQFH��

�6RXUFH��Queue-it�

https://queue-it.com/blog/autoscaling-is-hard-infographic/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/virtual-waiting-room/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/online-traffic-management/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
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Useable

The public sector exists for all citizens. So, it’s 
crucial government digital transformation doesn’t 
leave behind groups without tech skills.

)LJ�����7HFK�UHDGLQHVV�RI�$PHULFDQV�E\�GHPRJUDSKLF�JURXSV�
�6RXUFH��Pew Research Center�

8VDELOLW\�LV�WKH�HDVH�ZLWK�ZKLFK�D�XVHU�LQWHUDFWV�ZLWK�D�VHUYLFH��6XUH��

WKH�ZHEVLWH�ZRUNV�IRU�WKH�SHRSOH�ZKR�FUHDWHG�LW��EXW�ZKDW�DERXW�WKH�

DYHUDJH�SHUVRQ"�&DQ�WKH\�ǓQG�ZKDW�WKH\ƦUH�ORRNLQJ�IRU"�'R�WKH\�XQ-

GHUVWDQG�WKH�VWHSV�QHHGHG�WR�FRPSOHWH�WKHLU�JRDO"

'LJLWDO�SXEOLF�VHUYLFHV��DUJXDEO\�PRUH�VR�WKDQ�SULYDWH�VHFWRU�VHUYLFHV��

QHHG�WR�EH�XVDEOH�DQG�DFFHVVLEOH�E\�DOO��7KLV�LV�QRW�RQO\�because high 

usability is associated with higher perceived credibility�RI�JRYHUQ-

PHQW�ZHEVLWHV��EXW�DOVR�EHFDXVH�JRYHUQPHQW�ZHEVLWHV�QHHG�WR�FDWHU�

to all citizens as a core part of their mission.

Pew Research Center found that 30%�RI�$PHULFDQ�DGXOWV�KDYH� ORZ�

WHFK�UHDGLQHVV��ZLWK�VLJQLǓFDQW�GLVSDULWLHV�UHODWHG�WR�DJH��UDFH��HGX-

FDWLRQ�OHYHO��DQG�LQFRPH��

,PSURYLQJ�XVDELOLW\�LV�QR�HDV\�IHDW��,W�WDNHV�XVHU�LQWHUIDFH��8,��DQG�8;�

GHVLJQHUV��UHSHDWHG�WHVWV�ZLWK�SHRSOH�RI�DOO�EDFNJURXQGV��DQG�FRQ-

WLQXHG�PRQLWRULQJ�IRU�LVVXHV�DIWHU�ODXQFK��%XW�LWƦV�DQ�HVVHQWLDO�VWHS�LQ�

LPSURYLQJ�WKH�FLWL]HQ�H[SHULHQFH�DQG�ERRVWLQJ�WKH�FUHGLELOLW\�RI�GLJL-

WDO�SXEOLF�VHUYLFHV��

7KH�SXEOLF�VHFWRU�H[LVWV�IRU�DOO�FLWL]HQV��6R��LWƦV�FUXFLDO�JRYHUQPHQW�GLJ-

LWDO�WUDQVIRUPDWLRQ�GRHVQƦW�OHDYH�EHKLQG�JURXSV�ZLWKRXW�WHFK�VNLOOV�

https://www.sciencedirect.com/science/article/abs/pii/S0740624X1400121X
https://www.sciencedirect.com/science/article/abs/pii/S0740624X1400121X
https://www.pewresearch.org/internet/2021/09/01/navigating-technological-challenges/
https://www.pewresearch.org/internet/2021/09/01/navigating-technological-challenges/
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Pleasurable

)LJ������0LFKLJDQ�JRYƦV�KRPH�SDJH�

3OHDVXUDEOH�VHUYLFHV�DUH�VHUYLFHV�WKDW�DUH�D�SOHDVXUH�WR�XVH��7KLV�FDQ�

RQO\�EH�DFKLHYHG�RQFH�DOO�WKH�DERYH�FULWHULD�DUH�ǓOOHG��

<RX�ZDQW�VHUYLFH�FHQWHUV�WR�EH�FOHDQ�DQG�SURIHVVLRQDO�ORRNLQJ��DQG�

SXEOLF�VHUYDQWV�WR�EH�SROLWH�DQG�XQGHUVWDQGLQJ�ZKHQ�LQWHUDFWLQJ�ZLWK�

FLWL]HQV��:K\�VKRXOG�\RXU�ZHEVLWH�EH�DQ\�GLǖHUHQW"

:KDW�H[DFWO\�PDNHV�GLJLWDO�FLWL]HQ�H[SHULHQFH�SOHDVXUDEOH�ZLOO�YDU\��

EXW�OHWƦV�ORRN�DW�D�FDVH�VWXG\�WKDW�UHFHQWO\�ZRQ�WKH�2021 annual Gov-

ernment Experience Awards��WKH�VWDWH�RI�0LFKLJDQ�

:LWK�FOHDQ�YLVXDOV�DQG�QDYLJDWLRQ��D�VLPSOH�XVHU�ǔRZ��DQ�LQWXLWLYH�
VHDUFK� IHDWXUH��DQG�D� IRFXV�RQ�DFFHVVLELOLW\� IRU�DOO��0LFKLJDQ�JRY�
LVQƦW�\RXU�W\SLFDO�SXEOLF�VHFWRU�ZHEVLWH�

ƨ7KH� IRFXV� IRU� XV� KDV� EHHQ� RQ� LPSURYLQJ� WKH� GLJLWDO� H[SHULHQFH�
WKURXJK�ZKDW�ZH�DUH�FDOOLQJ�RXU�ƥXQLǓHG�EUDQGLQJƦ�RU�ƥRYHUDOO�GLJLWDO�
H[SHULHQFHƦ� IRU� WKH� VWDWH�Ʃ� said eMichigan Director Suzanne 
Pauley��ƨ,W�VKRXOG�IHHO�YHU\�VHDPOHVV�WR�SHRSOH�DV�WKH\�WUDYHUVH�RXU�
GLJLWDO�HQYLURQPHQW�Ʈ�:H�KDYH�SXW�D�KXJH�IRFXV�RQ�PDNLQJ�VXUH�
WKDW�RXU�VHUYLFHV�FDQ�EH�XVHG�E\�HYHU\RQH�Ʃ

7KH�PRVW�VXFFHVVIXO�FRPSDQLHV�LQ�WKH�ZRUOG�LQYHVW�ELJ�LQ�XVHU�H[SH-
ULHQFH�UHVHDUFK�DQG�GHVLJQ�EHFDXVH�WKH\�NQRZ�WKHLU�FXVWRPHUV�DUH�
DW�WKH�KHDUW�RI�HYHU\WKLQJ�WKH\�GR��:HEVLWHV�OLNH�0LFKLJDQ�JRY�DQG�
SURJUDPV� OLNH� WKH� 8�.�
V� Government Digital Service� DUH� WDNLQJ�
QRWLFH�DQG�DUH�ZRUNLQJ�WR�SXW�FLWL]HQV�DW�WKH�KHDUW�RI�WKHLU�GLJLWDO�
SXEOLF�VHUYLFHV��

https://www.govtech.com/dc/government-experience-awards-2021-new-ways-to-reach-out
https://www.govtech.com/dc/government-experience-awards-2021-new-ways-to-reach-out
https://www.govtech.com/dc/government-experience-awards-2021-new-ways-to-reach-out
https://www.govtech.com/dc/government-experience-awards-2021-new-ways-to-reach-out
https://gds.blog.gov.uk/about/
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..........................................................................................................................................................................................................

3. Manage high demand

)LJ������)O\HUV�IURP�WKH�6SDQLVK�)OX�RI������LPSORULQJ�FLWL]HQV�WR�
RQO\�XVH�WKH�WHOHSKRQH�IRU�HPHUJHQFLHV��6RXUFH��Fast Company�

'XULQJ�WKH������6SDQLVK�)OX��D�QHZO\�SRSXODUL]HG�VHUYLFH�FDOOHG�WKH�

WHOHSKRQH� SURYLGHG� FRPIRUW� WR� PLOOLRQV� RI� SHRSOH� VHSDUDWHG� IURP�

IULHQGV��IDPLO\��DQG�ORYHG�RQHV�

%XW�DV�WKH�6SDQLVK�)OX�VSUHDG�DQG�SKRQH�XVDJH�VN\URFNHWHG��WHOH-

phone companies couldn’t keep up with the demand�� 3KRQH� OLQHV�

ZHUH�VZDPSHG��DQG�WHOHFRP�FRPSDQLHV�LPSORUHG�SHRSOH�WR�RQO\�XVH�

WKHLU�SKRQHV�LQ�FDVH�RI�HPHUJHQF\�

Best practices for improving usability:     
     

     • 6HHN�XQLYHUVDO�XVDELOLW\�E\�UHFRJQL]LQJ�FLWL]HQVƦ�GLYHUVH�QHHGV

     • (QVXUH�WKH�VHUYLFH�LV�IDLU�IRU�DOO�FLWL]HQV

     •� 6WULYH�IRU�FRQVLVWHQF\�WR�PDNH�SURFHVVHV�PRUH�LQWXLWLYH

     • 'HVLJQ�WR�PDNH�HUURUV�GLǗFXOW�RU�LPSRVVLEOH

     • $OORZ�HDV\�UHYHUVDO�RI�DFWLRQV

     • 5HGXFH�VKRUW�WHUP�PHPRU\�ORDG

7KHVH�8;� LQVLJKWV� VKRXOG�EH� LQFRUSRUDWHG� LQWR� WKH�SXEOLF� VHUYLFH�

GHOLYHU\�WR�UHGXFH�FRQIXVLRQ��DQ[LHW\��DQG�GLVDSSRLQWPHQW�DPRQJ�

FLWL]HQV�WU\LQJ�WR�JHW�UHJLVWHU�IRU�HVVHQWLDO�VHUYLFHV�

$FWLQJ�RQ�8;�H[SHUWLVH�DQG�UHVHDUFK�ZLOO�IDFLOLWDWH�HDVLHU�DQG�PRUH�

VDWLVI\LQJ�UHJLVWUDWLRQV�IRU�FLWL]HQV��6HUYLFHV�WKDW� OHDYH�OLWWOH�WR�QR�

URRP�IRU�HUURU�DQG�FRQIXVLRQ�DUH�VHUYLFHV�WKDW�UHGXFH�WKH�ORDG�RQ�

FDVH�KDQGOLQJ��FLWL]HQ�VHUYLFH�FHQWHUV��DQG�FLWL]HQVƦ�WLPH��7KLV�QRW�

RQO\�GULYHV� WUXVW� LQ� WKH� FRPSHWHQF\�RI�JRYHUQPHQW�� EXW�DOVR� LP-

SURYHV�WKH�DFFHVVLELOLW\�RI�GLJLWDO�VHUYLFHV�DQG�VDYHV�UHVRXUFHV�

https://www.fastcompany.com/90484820/how-1918s-spanish-flu-outbreak-crushed-the-u-s-telephone-system
https://www.fastcompany.com/90484820/how-1918s-spanish-flu-outbreak-crushed-the-u-s-telephone-system


'XULQJ�WKH������6SDQLVK�)OX��D�QHZO\�SRSXODUL]HG�VHUYLFH�FDOOHG�WKH�

WHOHSKRQH� SURYLGHG� FRPIRUW� WR� PLOOLRQV� RI� SHRSOH� VHSDUDWHG� IURP�

IULHQGV��IDPLO\��DQG�ORYHG�RQHV�

%XW�DV�WKH�6SDQLVK�)OX�VSUHDG�DQG�SKRQH�XVDJH�VN\URFNHWHG��WHOH-

SKRQH� FRPSDQLHV� FRXOGQƦW� NHHS� XS�ZLWK� WKH� GHPDQG�� 3KRQH� OLQHV�

ZHUH�VZDPSHG��DQG�WHOHFRP�FRPSDQLHV�LPSORUHG�SHRSOH�WR�RQO\�XVH�

WKHLU�SKRQHV�LQ�FDVH�RI�HPHUJHQF\�
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For ecommerce and ticketing sites, a crash harms sales, 
brand image, customer satisfaction and more. But when 
it comes to distributing life-saving vaccines, a website 
crash has much graver implications.

)LJ������*UDSKV�RI�WUDǗF�WR�WKH�,56�ZHEVLWH��VKRZLQJ�VSLNHV�UHODWHG�WR�&29,'����UHOLHI��

�6RXUFH��DAP�

,Q�������DV�YDFFLQHV�UROOHG�RXW�DFURVV�WKH�JOREH��KLVWRU\�UHSHDWHG�LWVHOI��

9DFFLQDWLRQ� SKRQH� OLQHV� ZHUH� ǔRRGHG� ZLWK� FDOOV� DQG� operators 

couldn’t keep up with demand��:HEVLWHV�DQG�VHUYHUV�IURP�Europe to 

the Americas to India�FUDVKHG�DV�XVHUV�ǔRRGHG�WKHP�WR�JHW�YDFFLQD-

WLRQ�ERRNLQJV��

The issue now, as it was 100 years ago, is one of scalability.

3XEOLF�VHFWRU�ZHEVLWHV�WKDW�ZHUH�DFFXVWRPHG�WR�D�IHZ�YLVLWRUV�VHHNLQJ�

DGPLQLVWUDWLYH�LQIRUPDWLRQ�RU�VXEPLWWLQJ�GRFXPHQWV�ZHUH�VXGGHQO\�UH-

VSRQVLEOH�IRU�KRVWLQJ�WKH�ERRNLQJ�V\VWHPV�IRU�PLOOLRQV�RI�YDFFLQDWLRQV�

7KLV��RI�FRXUVH��OHG�WR�ZHEVLWH�FUDVKHV�DFURVV�WKH�JOREH�

)RU�HFRPPHUFH�DQG�WLFNHWLQJ�VLWHV��D�FUDVK�KDUPV�VDOHV��EUDQG�LPDJH��

FXVWRPHU� VDWLVIDFWLRQ� DQG� PRUH�� %XW� ZKHQ� LW� FRPHV� WR� GLVWULEXWLQJ�

OLIH�VDYLQJ�YDFFLQHV��D�ZHEVLWH�FUDVK�KDV�PXFK�JUDYHU�LPSOLFDWLRQV�

3XEOLF�VHFWRU�ZHEVLWH�FUDVKHV�DQG�HUURUV�DUH�IDU�IURP�H[FOXVLYH�WR�YDF-

FLQDWLRQ�UHJLVWUDWLRQV��7KH\�RFFXU�LQ�DOO�FDVHV�RI�KLJK�GHPDQG��IURP�WKH�

ODXQFK�RI�QHZ�VHUYLFHV��WR�WD[�WLPH��WR�JRYHUQPHQW�SUHVV�FRQIHUHQFHV��

:KDWƦV�HVSHFLDOO\�WULFN\�LV�WUDǗF�VSLNHV�DUH�RIWHQ�FDXVHG�E\�HYHQWV�DQG�

DQQRXQFHPHQWV�RXW�RI�&,2VƦ�DQG�,7�SURIHVVLRQDOVƦ�FRQWURO��/HJLVODWLYH�

FKDQJHV�� ZRUOG� HYHQWV�� DQG� ELJ� DQQRXQFHPHQWV� FDQ� XQH[SHFWHGO\�

GULYH�FLWL]HQV� WR�SXEOLF� VHFWRU�ZHEVLWHV��FDXVLQJ� WKHP�WR�FUDVK�ZKHQ�

WKH\ƦUH�DW�WKHLU�PRVW�YLVLEOH�

There was the infamous failed launch�LQ������RI�WKH�2EDPD�$GPLQLV-

WUDWLRQƦV� KHDOWKFDUH�JRY�� ZKHUH� KLJK� GHPDQG� VDZ� �������� FLWL]HQV�

DFFHVV�WKH�VLWH�RQ�WKH�GD\�LW�ZHQW�OLYH��$IWHU�D�ORQJ�GD\�RI�FUDVKHV�DQG�

WHFKQLFDO�HUURUV��RQO\�VL[�SHRSOH�KDG�FRPSOHWHG�WKHLU�DSSOLFDWLRQ�

7KH� 'LJLWDO� $QDO\WLFV� 3URJUDP� �'$3�� reports� WKDW� ZKHQ� WKH� ǓUVW� DQG�

VHFRQG�URXQG�RI�VWLPXOXV�FKHFNV�ZHUH�UHOHDVHG��WUDǗF�WR�WKH�,56�ZHE-

VLWH�VN\URFNHWHG��,W�ZDV�WKHVH�PDVVLYH�LQǔRZV�RI�FLWL]HQV�ZKLFK�FDXVHG�

the website to crash.

https://bc.ctvnews.ca/covid-19-vaccines-phone-lines-jammed-as-1-7-million-calls-made-to-register-for-appointment-in-b-c-1.5338022
https://bc.ctvnews.ca/covid-19-vaccines-phone-lines-jammed-as-1-7-million-calls-made-to-register-for-appointment-in-b-c-1.5338022
https://www.bloomberg.com/news/articles/2021-04-30/hungary-s-vaccine-website-crashes-amid-clamor-for-pfizer-shot
https://news.harvard.edu/gazette/story/2021/02/so-why-did-the-state-vaccine-reservation-system-crash/
https://www.businessinsider.in/india/news/cowin-server-crashes-as-thousands-of-indians-rush-to-register-for-covid-19-vaccination/articleshow/82291313.cms
https://digital.hbs.edu/platform-rctom/submission/the-failed-launch-of-www-healthcare-gov/
https://digital.gov/2021/04/16/the-federal-web-in-the-year-of-covid-19/
https://nypost.com/2020/04/15/irs-site-crashes-as-millions-anticipate-their-stimulus-checks/
https://digital.gov/2021/04/16/the-federal-web-in-the-year-of-covid-19/
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4. Create online fairness

$QG�DV�PRUH�GLJLWDO�VHUYLFHV�PRYH�RQOLQH�DQG�XSWDNH�RI�GLJLWDO�VHUYLFHV�

ULVHV��GHPDQG�ZLOO�RQO\�ULVH��

7KLV�LV�RQH�DUHD�ZKHUH�SXEOLF�SULYDWH�SDUWQHUVKLSV��333V��KDYH�SURYHG�

XVHIXO��0DQ\�YDFFLQH�SURYLGHUV�DUH�QRZ�FRRUGLQDWLQJ�YDFFLQDWLRQ�UHJ-

LVWUDWLRQV� XVLQJ� H[SHULHQFHG� FRQWHQW� GHOLYHU\� QHWZRUNV� OLNH� Akamai. 

$QG�ZH�DW�4XHXH�LW�KDYH�KDG�VXFFHVV�ZRUNLQJ�ZLWK�WKH�Tokyo Metro-

politan Government and InnovaPuglia� LQ� ,WDO\�� LPSOHPHQWLQJ� YLUWXDO�

YDFFLQH�ZDLWLQJ�URRPV�WR�HQVXUH�WKHLU�ZHEVLWHV�VWD\�RSHUDWLRQDO�ZKLOH�

UROOLQJ�RXW�WKLV�FUXFLDO�VHUYLFH�

7KRVH�KRVWLQJ�UHJLVWUDWLRQV�QHHG�WR�XQGHUVWDQG�WKHLU�V\VWHP�FDSDFLW\�

DQG�ERWWOHQHFNV�E\�load testing�WKHLU�VLWH�EHIRUH�V\VWHPV�JR�OLYH��'RLQJ�

WKLV�DKHDG�RI� WLPH��DQG� LPSOHPHQWLQJ�D�WUDǗF�PDQDJHPHQW�V\VWHP, 

FDQ�SUHYHQW�IUXVWUDWHG�FLWL]HQV��ZDVWHG�UHVRXUFHV��DQG�SXEOLF�RXWUDJH�

)DLUQHVV�LV�RQH�RI�WKH�NH\�2(&'�GULYHUV�RI�WUXVW��3DUWLFXODUO\�LQ�SXEOLF�VHU-

YLFH�GHOLYHU\��FLWL]HQV�H[SHFW�SURFHVVHV�WR�EH�FRQVLVWHQW��DFFHVVLEOH��DQG�

IDLU��$QG�JRYHUQPHQWV�KDYH�D�UHVSRQVLELOLW\�WR�PHHW�WKHVH�H[SHFWDWLRQV����

,Q�PDQ\�ZD\V��GLJLWDO�VHUYLFH�GHOLYHU\�PDNHV�OLIH�IDLUHU�IRU�FLWL]HQV��&LWL]HQV�

LQ�UHJLRQDO�DUHDV��FLWL]HQV�ZRUNLQJ�ORQJ�KRXUV��DQG�FLWL]HQV�ZLWK�GLVDELOLWLHV�

DOO�JDLQ�DFFHVV�WR�LQIRUPDWLRQ��VHUYLFHV��DQG�EHQHǓWV�WKDW�ZHUH�RQFH�GLǗ-

FXOW�RU�LPSRVVLEOH�IRU�WKHP�WR�FRPH�E\��7D[�RǗFHV��OLEUDULHV��HYHQ�PHGLFDO�

VHUYLFHV��KDYH�DOO�EHHQ�EURXJKW�LQWR�WKH�FRPIRUW�RI�WKH�KRPH�IRU�PLOOLRQV�RI�

FLWL]HQV�WKURXJK�DFFHVV�WR�WKH�LQWHUQHW�

7KLQJV� DUH� IDU� IURP� SHUIHFWƤDFFHVV� WR� WKH� :HE� remains skewed to 

ǓUVW�ZRUOG� FRXQWULHV� DQG� WKH� XSSHU�FODVVƤEXW� WKH� LQWHUQHW� KDV� PDGH�

WKHP�IDLUHU�WKDQ�HYHU�EHIRUH��0RUH�SHRSOH�QRZ�KDYH�DFFHVV�WR�PRUH�VHU-

YLFHV�RQ�PRUH�HTXDO�WHUPV��

%XW� LQ� VLWXDWLRQV� ZKHUH� GHPDQG� H[FHHGV� VXSSO\ƤLPPLJUDWLRQ� DSSOLFD-

WLRQV�� YDFFLQDWLRQ� UHJLVWUDWLRQV�� KRXVLQJ� JUDQWV�� IRRG� DVVLVWDQFHƤWKH�

VFDOH�RI�WKH�LQWHUQHW�FUHDWHV�FRPSHWLWLRQ�IRU�DFFHVV�WR�WKHVH�VHUYLFHV��$QG�

LQ�VXFK�FRPSHWLWLRQV��LWƦV�WKH�\RXQJ�DQG�WHFKQLFDOO\�VDYY\�WKDW�RIWHQ�SUH-

YDLO�

https://www.akamai.com/products/vaccine-edge
https://queue-it.com/success-stories/tokyo-metropolitan-government/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/success-stories/tokyo-metropolitan-government/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/success-stories/innovapuglia/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/blog/load-testing-getting-started-gatling-redline13/
https://queue-it.com/government-website-crashes/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://blogs.imf.org/2020/06/29/low-internet-access-driving-inequality/
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No one should have an advantage, 
and everyone should have access.

Those savvy enough to Google “vaccine bot” 
RU�MRLQ�D�)DFHERRN�JURXS�VKRXOGQƦW�KDYH�DQ�
advantage over the millions who don’t even 
know what a bot is.

7KH�YDFFLQH�UROORXW��LQ�SDUWLFXODU��KDV�VKRZQ�KRZ�GLJLWDO�VHUYLFHV�
DUH� RIWHQ� YXOQHUDEOH� WR� GLVSDULWLHV� DQG� LQHTXDOLWLHV�� ,WƦV� VKRZQ�
WKDW�GLJLWDO�WUDQVIRUPDWLRQ�UHTXLUHV�D�UHHYDOXDWLRQ�RI�FRQFHSWV�RI�
fairness.

(YHU\RQH�DJUHHV�WKH�UROORXW�RI�YDFFLQHV�VKRXOG�EH�IDLU��DQG�JRY-
HUQPHQWV�DFURVV�WKH�JOREH�KDYH�WDNHQ�PDQ\�VWHSV�WR�HQVXUH�WKDW�
WKLV�LV�WKH�FDVH��7KH�VWDJJHUHG�UROORXW��SULRULWLVLQJ�DW�ULVN�SRSXOD-
WLRQV�DQG�IURQW�OLQH�ZRUNHUV��KDV�EHHQ�DQ�LPSRUWDQW�VWHS�LQ�FUHDW-
LQJ�IDLUQHVV�LQ�WKH�YDFFLQDWLRQ�UHJLVWUDWLRQ�SURFHVV�

%XW� LQ�PDQ\�FDVHV��DV�KHDG�RI�WKH�$OOLDQFH�IRU�%HWWHU�+HDOWK�'U��

-DFRE�5HLGHU� told Fortune Magazine�� YDFFLQH�ERRNLQJ�V\VWHPV�
JLYH�XQIDLU�DGYDQWDJHV�WR�SHRSOH�ZLWK�WKH�GLJLWDO�VNLOOV�RU�IUHH�WLPH�
WR�PRQLWRU�ZHEVLWHV�IRU�DYDLODEOH�VORWV�

The set-up for vaccination registrations disadvantages the 
groups who are most vulnerable to COVID-19: the elderly and 
essential workers.

,Q� ������ WKHUH� ZHUH� VWRULHV� RI� WHFK�VDYY\� LQGLYLGXDOV� FUHDWLQJ�

websites to aggregate and monitor vaccination availability, 

ǓQGLQJ� backdoors to online vaccination bookings, and bots 

GRLQJ�WKH�SXEOLF�VHUYLFH�RI�notifying people of vaccination ap-
pointments.  

7KHUH�ZHUH�JURXSV�RI�vaccine hunter�YROXQWHHUV��ZKR�PRQLWRUHG�
ZHEVLWHV� DQG� FRQWDFWHG� YDFFLQH� SURYLGHUV� WR� KHOS� SHRSOH� ǓQG�

ERRNLQJV��DV�ZHOO�DV�Facebook groups�GHVLJQHG�IRU�WKH�VDPH�SXU-
pose.

)RU�WKH�PRVW�SDUW��WKHVH�SHRSOH�DUH�ORRNLQJ�WR�PDNH�WKH�YDFFLQD-
WLRQ�UHJLVWUDWLRQ�SURFHVV�HDVLHU�IRU�WKHPVHOYHV�DQG�RWKHU�FLWL]HQV��
7KH\ƦYH�VKRZQ�LPSUHVVLYH�LQLWLDWLYH�DQG�DUH�SURYLGLQJ�D�YDOXDEOH�
VHUYLFH�WR�WKHLU�FRPPXQLWLHV��

7KH� LVVXH� LV� WKDW�FLWL]HQV�VKRXOGQƦW�KDYH� WR�GHYHORS� WKHVH�VROX-
WLRQV�� 6RIWZDUH� GHYHORSHUV� VKRXOGQƦW� KDYH� DQ� DGYDQWDJH� RYHU�
UHJXODU�IRON��7KRVH�ZLWK�ǔH[LEOH�ZRUNLQJ�KRXUV�VKRXOGQƦW�KDYH�DQ�
DGYDQWDJH� RYHU� SHRSOH� ZRUNLQJ� ���KRXU� VKLIWV�� 7KRVH� VDYY\�
HQRXJK� WR� *RRJOH� ƨYDFFLQH� ERWƩ� RU� MRLQ� D� )DFHERRN� JURXS�
VKRXOGQƦW� KDYH�DQ�DGYDQWDJH�RYHU� WKH�PLOOLRQV�ZKR�GRQƦW� HYHQ�
NQRZ�ZKDW�D�ERW�LV�

https://fortune.com/2021/03/18/covid-vaccine-rollout-us-online-vaccination-signup/

https://fortune.com/2021/03/18/covid-vaccine-rollout-us-online-vaccination-signup/
https://www.businessinsider.com.au/nsw-vaccine-website-covid-19-websites
https://www.newsweek.com/thousands-cut-line-covid-vaccine-loophole-michigan-1565778
https://abcnews.go.com/Health/wireStory/explainer-meet-vaccine-appointment-bots-foes-76111489
https://abcnews.go.com/Health/wireStory/explainer-meet-vaccine-appointment-bots-foes-76111489
https://vaccinehunters.ca/
https://www.facebook.com/groups/885569148875668
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)LJ������3HRSOH�ZDLWLQJ�IRU�D�&29,'����YDFFLQDWLRQ�
�6RXUFH��WKTV Journal�

*RYHUQPHQWV� KDYH� D� UHVSRQVLELOLW\� WR� GLVWULEXWH� SXEOLF� VHUYLFHV�
IDLUO\��%XW�GXULQJ�WKH�ǓUVW�URXQG�RI�YDFFLQDWLRQV��WKLV�KDVQƦW�DOZD\V�
EHHQ�WKH�FDVH��7R�HQFRXUDJH�XSWDNH�RI�GLJLWDO�VHUYLFHV�DQG�LQ-
VSLUH�WUXVW�WKURXJK�WKHP��IDLUQHVV�QHHGV�WR�EH�D�NH\�FRQVLGHUDWLRQ�
and aim of projects. No one should have an advantage, and ev-
eryone should have access. 7KLV�DSSOLHV�WR�DOO�IRUPV�RI�GLJLWDO�VHU-
YLFHV��EXW� LV�SDUWLFXODUO\�FUXFLDO� LQ�VLWXDWLRQV�ZKHUH�GHPDQG�H[-
FHHGV�VXSSO\�

6RPH� EHVW� SUDFWLFHV� IRU� creating online fairness IRU� KLJK�GH-
PDQG�GLJLWDO�VHUYLFHV�DUH�

•�(VWDEOLVK�Ǔ[HG�WLPHV�ZKHQ�ERRNLQJV�DUH�PDGH�DYDLODEOH��VR��
� FLWL]HQV�NQRZ�ZKHQ�WKH\�QHHG�WR�YLVLW�WKH�VLWH

•�$OORZ�FLWL]HQV�WR�UHJLVWHU�WKHLU�LQIRUPDWLRQ�DKHDG�RI�WLPH��VR��
� VORZHU�XVHUV�DUHQƦW�GLVDGYDQWDJHG

• *LYH�HYHU\RQH�DQ�HTXDO�FKDQFH�XVLQJ�D�randomized queue
� ZKHQ�UHJLVWUDWLRQV�JR�OLYH��WKHQ�FUHDWH�IDLUQHVV�ZLWK�D��� �
� ǓUVW�LQ��ǓUVW�RXW�V\VWHP�IRU�WKRVH�ZKR�MRLQ�ODWHU

• Use bot mitigation tools�WR�SUHYHQW�XQIDLU�DGYDQWDJHV�IRU�� �
� WKH�WHFK�VDYY\

•�2ǖHU�WKRVH�ZKR�PLVVHG�RXW�WKH�RSWLRQ�WR�VLJQ�XS�IRU�HPDLO�RU��
� SKRQH�QRWLǓFDWLRQV�RI�DYDLODEOH�ERRNLQJV�LQ�WKH�HYHQW�RI�� �
� FDQFHOODWLRQV

•�2ǖHU�QRQ�GLJLWDO�V\VWHPV�IRU�UHJLVWUDWLRQV��VXFK�DV�SKRQH�� �
� OLQHV�DQG�ZDON�LQ�FOLQLFV��VR�WKRVH�ZLWKRXW�LQWHUQHW�RU�SKRQHV��
� VWLOO�KDYH�DFFHVV�WR�SXEOLF�VHUYLFHV

•�:RUN�RQ�FHQWUDOL]HG�V\VWHPV�IRU�UHJLVWUDWLRQV�WR�PDNH�
� VHUYLFH�GHOLYHU\�PRUH�DFFHVVLEOH�DQG�HDVLHU�WR�QDYLJDWH

https://i1.wp.com/www.wktvjournal.org/wp-content/uploads/2021/01/Screen-Shot-2021-01-26-at-2.51.03-PM.png?ssl=1
https://queue-it.com/blog/online-fairness/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/product/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/bad-bot-protection/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
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5. Bolster cybersecurity to protect citizen data

An honest and secure government, free from 
cyber-attacks, data-leaks, and abuse of 
citizen data, is one citizens put their faith in 
DQG�IHHO�FRQǓGHQW�WUXVWLQJ����

:LWK�WKH�SXEOLF�DQG�PHGLFDO�VHFWRUV�XQGHUJRLQJ�PDVVLYH�GLJLWDO�

WUDQVIRUPDWLRQV��F\EHUVHFXULW\�KDV�QHYHU�EHHQ�VR�LPSRUWDQW��%XW�

VHFXULQJ� DQG�SURWHFWLQJ� FLWL]HQ� GDWD� LV� GLǗFXOW�� HVSHFLDOO\�ZLWK�

VHUYLFHV� OLNH� YDFFLQDWLRQ� ERRNLQJV� DQG� YRWHU� UHJLVWUDWLRQ� EHLQJ�

SDUVHG�RXW�EHWZHHQ�JRYHUQPHQWV��SKDUPDFLHV��FRPPXQLW\�FHQ-

WHUV��KHDOWK�FOLQLFV��JURFHU\�VWRUHV��DQG�RWKHU�SULYDWH�HQWHUSULVHV��

,WƦV� FUXFLDO� WKDW� VHUYLFH� SURYLGHUV� DQG� WKHLU� SDUWQHUV� LPSOHPHQW�

VDIHJXDUGV�LQ�UHJLVWUDWLRQ�SURFHVVHV�WR�HQVXUH�FLWL]HQVƦ�SHUVRQDO�

information is secure.  

&\EHUVHFXULW\�IHHGV�LQWR�LQWHJULW\�DQG�UHOLDELOLW\�DV�NH\�GULYHUV�RI�

WUXVW��$Q�KRQHVW�DQG�VHFXUH�JRYHUQPHQW��IUHH�IURP�F\EHU�DWWDFNV��

GDWD�OHDNV��DQG�DEXVH�RI� FLWL]HQ�GDWD�� LV�RQH�FLWL]HQV�SXW� WKHLU�

IDLWK�LQ�DQG�IHHO�FRQǓGHQW�WUXVWLQJ����

7KH�8�6��'HSDUWPHQW�RI�+HDOWK�DQG�+XPDQ�6HUYLFHV�GHYLVHG�D�list 
of recommendations�IRU�LPSOHPHQWLQJ�VXFK�VDIHJXDUGV�LQ�YDFFL-
QDWLRQ�UHJLVWUDWLRQV��ZKLFK�SURYLGH�VRPH�NH\� OHVVRQV�WKDW�DSSO\�
WR�DOO�IRUPV�RI�SXEOLF�VHFWRU�UHJLVWUDWLRQV�

• 8VH�DQG�GLVFORVH�RQO\�WKH�PLQLPXP�DPRXQW�RI�SHUVRQDO�� �
� KHDOWK�LQIRUPDWLRQ�QHFHVVDU\�IRU�YDFFLQDWLRQ�UHJLVWUDWLRQ�� �
� �H�J��LQGLYLGXDOV�PD\�RQO\�QHHG�WR�SURYLGH�WKHLU�QDPH�DQG�� �
� SKRQH�QXPEHU�WR�ERRN�D�YDFFLQDWLRQ�

• 8VH�HQFU\SWLRQ�WHFKQRORJ\�WR�SURWHFW�SHUVRQDO�KHDOWK�
information

•�(QDEOH�DGGLWLRQDO�SULYDF\�VHWWLQJV�RQ�ZHE�EDVHG�
� VFKHGXOLQJ�DSSOLFDWLRQV��WKLV�FRXOG�LQFOXGH�GLVSOD\LQJ�RQO\���
� LQLWLDOV�RQ�VKDUHG�FDOHQGDUV��RU�OLPLWLQJ�DFFHVV�WR�VHOHFWHG���
� SDUWLHV�

•�(QVXUH�WKH�VWRUDJH�RI�SHUVRQDO�KHDOWK�LQIRUPDWLRQ�DQG�GDWD��
� LV�WHPSRUDU\��DQG�LV�GHVWUR\HG�RQFH�WKH�LQIRUPDWLRQ�KDV�� �
� EHHQ�UHJLVWHUHG�ZLWK�WKH�QDWLRQDO�KHDOWK�VHUYLFHV

• (QVXUH�ZHE�EDVHG�VFKHGXOLQJ�DSSOLFDWLRQV�GR�QRW�VWRUH��� �
� XVH��RU�GLVFORVH�SHUVRQDO�KHDOWK�GDWD��H�J��WKDW�YDFFLQDWLRQ��
� GDWD�LV�QRW�VROG�RQ�WR�WKLUG�SDUWLHV�

•�'HYLVH�D�QRWLFH�RI�SULYDF\�SUDFWLFHV�DQG�HQVXUH�WKH�
� LQIRUPDWLRQ�LV�VDOLHQW�DQG�DFFHVVLEOH�WR�SDWLHQWV�ORRNLQJ�

to register

https://www.hhs.gov/sites/default/files/hipaa-vaccine-ned.pdf
https://www.hhs.gov/sites/default/files/hipaa-vaccine-ned.pdf


*RYHUQPHQWV�XQGHUWDNH�DFWLYLWLHV�WKDW�FDQ�EH�FDWHJRUL]HG�LQ�WZR�

ZD\V��VRYHUHLJQ�DQG�QRQ�FRUH��6RYHUHLJQ�DFWLYLWLHV�DUH�WKRVH�WKDW�

FDQ�RQO\�EH�SHUIRUPHG�E\�JRYHUQPHQW��VXFK�DV�GHIHQVH�DQG�IRU-

HLJQ�DǖDLUV��SROLF\�GHYHORSPHQW��DQG�UHJXODWLRQ��1RQ�FRUH�DFWLYL-

WLHV�DUH�WKRVH�WKH�JRYHUQPHQW�LV�UHVSRQVLEOH�IRU��EXW�WKDW�FRXOG�EH�

FRRUGLQDWHG�E\�WKLUG�SDUWLHV��VXFK�DV�KHDOWKFDUH�DQG�HGXFDWLRQ��

,W
V�ZLWK�QRQ�FRUH�DFWLYLWLHV�WKDW�JRYHUQPHQWV�W\SLFDOO\�FROODER-

UDWH�ZLWK�WKH�SULYDWH�VHFWRU��$QG�WKH�&29,'����SDQGHPLF�VKRZHG�

just how crucial cooperation this collaboration is. 

:KHQ�WKH�FULVLV�KLW��JRYHUQPHQWV�VXGGHQO\�QHHGHG�33(��YHQWLOD-

WRUV�� WHVWLQJ� DQG� TXDUDQWLQH� IDFLOLWLHV�� YDFFLQHV�� DQG� PHGLFDO�

VWDǖ��7KH\�QHHGHG�WR�HQVXUH�RSHUDWLRQDO�HǗFLHQF\��DWWUDFW�WDO-

HQWHG�SURIHVVLRQDOV��DQG�VHFXUH�PDQXIDFWXULQJ�DQG�GLVWULEXWLRQ�

FKDLQV��$QG�QR�JRYHUQPHQW�ERG\�KDG�WKH�UHVRXUFHV�RU�H[SHUWLVH�

WR�SURGXFH�WKHVH�JRRGV�DQG�VHUYLFHV�TXLFN�HQRXJK�

7KLV�LV�ZKHUH�WKH�SULYDWH�VHFWRU�FDPH�LQ�

3XEOLF�SULYDWH� SDUWQHUVKLSV� �333V�� DUH� DUUDQJHPHQWV� EHWZHHQ�

WKH�SXEOLF�DQG�SULYDWH�VHFWRU��$OVR�UHIHUUHG�WR�DV�VKDUHG�VHUYLFH�

GHOLYHU\��333V�LQYROYH�SXEOLF�VHFWRU�HQWLWLHV�ZRUNLQJ�WRJHWKHU�ZLWK�

SULYDWH�ǓUPV�RU�QRQ�SURǓWV�WR�GHOLYHU�VHUYLFHV�WR�FLWL]HQV��6RPH�RI�

WKH�NH\�EHQHǓWV�RI�333V�FDQ�EH�VHHQ�LQ�WKH�LQIRJUDSKLF�EHORZ�

5HVSRQVLYHQHVV� LV�D�NH\�GULYHU�RI�WUXVW� LQ� LQVWLWXWLRQV��DV�FLWL]HQV�

SODFH�WKHLU�WUXVW�LQ�JRYHUQPHQWV�WKDW�UHVSRQG�HǗFLHQWO\�DQG�HI-

IHFWLYHO\�WR�LVVXHV�DQG�DGYHUVLWLHV��333V�HQDEOHG�JRYHUQPHQWV�WR�

DFW� IDVW� WR� UHVSRQG� WR� WKH� FKDOOHQJHV� SRVHG� E\� WKH� VSUHDG� RI�

COVID-19.  

3. Collaborate for hype & expanded clientele
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6. Bring all hands on deck

)LJ������.H\�EHQHǓWV�RI�SXEOLF�SULYDWH�SDUWQHUVKLSV
�6RXUFH��0G��6KLUDMLV�6KDGLN�

Responsiveness is a key driver of trust 
in institutions, as citizens place their trust 
LQ�JRYHUQPHQWV�WKDW�UHVSRQG�HǗFLHQWO\�DQG�
HǖHFWLYHO\�WR�LVVXHV�DQG�DGYHUVLWLHV�

https://www.researchgate.net/publication/333015074_Promises_and_Pitfalls_of_Public_Private_Partnerships_PPPs_Projects_in_Bangladesh_Whether_this_Dimension_is_to_flourish_or_to_be_relinquished


333V�RǖHU�RSSRUWXQLWLHV� WR� LPSURYH� WKH� UHVSRQVLYHQHVV�RI�JRY-
HUQPHQWV�DQG�WKH�VDWLVIDFWLRQ�RI�FLWL]HQV��7KH�:RUOG�+HDOWK�2UJD-
QL]DWLRQƦV�pandemic readiness strategy�LQFOXGHV�D�ƨZKROH�RI�VR-
FLHW\Ʃ�UHVSRQVH�SODQ�IRU�D�UHDVRQƤLQ�WLPHV�RI�FULVLV��HYHU\RQH�KDV�
D�UROH�WR�SOD\�

333V�IRUPHG�LQ�UHVSRQVH�WR�&29,'����LQFOXGH�

• Operation Warp Speed��WKH�8�6��*RYHUQPHQWƦV�����ELOOLRQ
� LQYHVWPHQW�LQ�IDVW�WUDFNLQJ�YDFFLQHV��ZKLFK�IDFLOLWDWHG�WKH��
� TXLFNHVW�GHYHORSPHQW�DQG�DSSURYDO�RI�YDFFLQHV�LQ�KLVWRU\

•�,Q�'HQPDUN��DXWKRULWLHV�XVHG�333V�WR�EROVWHU�WKHLU�WHVWLQJ�
� IDFLOLWLHV��RǖHULQJ�far more daily tests�WKDQ�WKH�JRYHUQPHQW��
� FRXOG�KDYH�VXSSOLHG�RQ�LWV�RZQ

• Akamai�KDV�SDUWQHUHG�ZLWK�VHYHUDO�SXEOLF�ERGLHV�WR�SURYLGH��
� YDFFLQH�PDQDJHPHQW�V\VWHPV��EROVWHULQJ�VHFXULW\��
� UHVLOLHQFH��DQG�XVHU�H[SHULHQFH�RQ�YDFFLQH�ERRNLQJ�VLWHV

•�&ROXPELD�KDV�H[SHGLWHG�WKH�YDFFLQH�UROORXW�E\�DOORZLQJ�
private companies to purchase and import vaccines

•�4XHXH�LW�KDV�partnered�ZLWK�PXOWLSOH�SXEOLF�RUJDQL]DWLRQV��
� WR�NHHS�YDFFLQH�ERRNLQJ�VLWHV�RQOLQH�DQG�HQVXUH�IDLUQHVV�LQ��
� WKH��UHJLVWUDWLRQ�SURFHVV

•�,Q�WKH�8�.���SULYDWH�VHFWRU�VHUYLFHV�IDVW�WUDFNHG�WKH�
� GHYHORSPHQW�RI�VHYHQ�Nightingale hospitals in a matter of
� ZHHNV��HQVXULQJ�KRVSLWDO�FDSDFLWLHV�ZHUH�QHYHU�H[FHHGHG

• Salesforce�KDV�SDUWQHUHG�ZLWK�YDFFLQH�SURYLGHUV�WR�VLPSOLI\��
� DQG�VWUHDPOLQH�YDFFLQDWLRQ�DGPLQLVWUDWLRQ

3HWHU�6DQGV��H[HFXWLYH�GLUHFWRU�RI�7KH�*OREDO�)XQG��stresses that 
333V�HQDEOHG�7KH�*OREDO�)XQG�WR�save approximately 32 million 
lives�DQG�UHGXFH�WKH�DQQXDO�GHDWK�WROO�IURP�+,9��PDODULD��DQG�WX-
EHUFXORVLV�E\�KDOI�GXULQJ�WKH�SDVW����\HDUV�

7KH�SDQGHPLF�KDV� VKRZQ�333ƦV�SRWHQWLDO� WR�GHOLYHU�GLJLWDO� VHU-
YLFHV�DW�VFDOH��$V�WKH�LQWHUQHW�JURZV��JRYHUQPHQWV�XQGHUJR�GLJL-
WDO�WUDQVIRUPDWLRQV��DQG�FLWL]HQ�H[SHFWDWLRQV�FKDQJH��FROODERUD-
WLRQ� EHWZHHQ� WKH� SXEOLF� DQG� SULYDWH� VHFWRUV� ZLOO� UHPDLQ� D� NH\�
VWUDWHJLF�WRRO�GHVHUYLQJ�RI�JRYHUQPHQWVƦ�IRFXV��

3. Collaborate for hype & expanded clientele
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In times of crisis, everyone 
has a role to play.

https://www.who.int/publications/i/item/whole-of-society-pandemic-readiness
https://catalyst.nejm.org/doi/full/10.1056/CAT.21.0001
https://www.healthcaredenmark.dk/news/high-covid-19-test-capacity-in-denmark-rely-on-public-private-cooperation/
https://www.prnewswire.com/news-releases/akamai-and-queue-it-team-up-to-deliver-a-cure-for-covid-vaccine-registration-frustration-301247496.html
https://www.bbc.com/news/world-latin-america-57819261
https://queue-it.com/success-stories/tokyo-metropolitan-government/
https://publicpolicyprojects.com/newsdit-article/d2ed29b846e21049337a7ceb21fd9e30/nightingale-hospitals-in-covid-19-hotspots-on-standby/
https://www.salesforce.com/products/vaccine-cloud/overview/
https://www.nap.edu/catalog/25999/public-private-partnership-responses-to-covid-19-and-future-pandemics
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Citizens need their governments—sometimes 
all at once. Virtual waiting rooms help public 
sector organizations deliver a superior citizen 
experience, no matter the online demand.

How a virtual waiting room can help

Citizens need their governments—sometimes all at once.
Virtual waiting rooms prevent websites and apps from becoming 
RYHUORDGHG��NHHSLQJ�V\VWHPV�IXQFWLRQDO�DQG�RSHUDWLRQV�HǗFLHQW��
This helps public sector organizations deliver a superior citizen 
experience even when faced with overwhelming online demand.

:KHQ�ZHEVLWH�WUDǗF�H[FHHGV�D�SXEOLF�VHFWRU�RUJDQL]DWLRQƦV�VLWH�
or app's capacity, citizens are redirected to a waiting room and 
then redirected back to the public sector website or app in a 
ǓUVW�FRPH��ǓUVW�VHUYHG�RUGHU��7KH�VHUYLFH�FRPSOLPHQWV�VFDOLQJ�WR�
ensure infrastructure stays online.

*RYHUQPHQWV�KDYH�XVHG�4XHXH�LW�WR�VPRRWKO\�UXQ�KLJK�GHPDQG�
HYHQWV� OLNH� YDFFLQH� UHJLVWUDWLRQV�� XQHPSOR\PHQW� FODLPV�� WD[� ǓO�
ings, and immigration applications. Instead of frustrating crashes 
or slowdowns, citizens are met with a transparent, informed wait. 
Clear and consistent communication during stressful events 
HDVHV� GHPDQG� RQ� VXSSRUW� VWDǖ� DQG� KHOSV� EXLOG� WUXVW� LQ� SXEOLF�
sector institutions.
4XHXH�LWƦV� YLUWXDO� ZDLWLQJ� URRP� DOVR� OHWV� JRYHUQPHQWV� SUHYHQW�
ERWV�DQG�IUDXGXOHQW�WUDǗF�IURP�KLWWLQJ�WKHLU�ZHEVLWHV�ZLWK�D�SRZ�
HUIXO�ERW�DQG�DEXVH�PLWLJDWLRQ�WRRONLW��4XHXH�LWƦV�VHUYLFHV�NHHS�
public sector websites secure and citizen data private since no 
sensitive data goes through our system.

4XHXH�LW�KDV�VSHQW� ����\HDUV� LQ� WKH�EXVLQHVV�RI�FUHDWLQJ�RQOLQH�
UHOLDELOLW\��:H�ZRUN�EHKLQG�WKH�VFHQHV�WR�NHHS�WKH� OLJKWV�RQ�IRU�
VRPH�RI�WKH�ZRUOGƦV�ELJJHVW�FRPSDQLHV��$QG�WKURXJKRXW�WKH�SDQ�
GHPLF��ZHƦYH�EHHQ�ZRUNLQJ�ZLWK� WKH�SXEOLF�VHFWRU� WR�KHOS� WKHP�
keep pace with the shift to digital.

We worked with the Tokyo Metropolitan Government to run vac� 

FLQDWLRQ� UHJLVWUDWLRQV� LQ� WKH� ZRUOGƦV� ODUJHVW� FLW\�� HQVXULQJ� WKH� 
website stayed operational in the face of hundreds of thousands 
of users. 

$QG� ZRUNLQJ� ZLWK� 4XHXH�LW� DOORZHG� InnovaPuglia� WR� HǖHFWLYHO\� 
distribute vaccination bookings to over 4 million residents in the 
Italian region of Puglia.

4XHXH�LW�LPSOHPHQWDWLRQ�LV�VWUDLJKWIRUZDUG�IRU�SXEOLF�VHFWRU�RU� 
JDQL]DWLRQV�� :HƦUH� OLVWHG� RQ� WKH� Salesforce Commerce Cloud, 
Amazon� :HE� 6HUYLFHV� 0DUNHWSODFH�� DQG� DUH� RQ� 1$632� &ORXG� 
&RQWUDFW��$5������ZLWK�Carahsoft Technology Corp. 

https://queue-it.com/success-stories/tokyo-metropolitan-government/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://queue-it.com/success-stories/innovapuglia/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides
https://www.salesforce.com/products/commerce-cloud/partner-marketplace/partners/queue-it/
https://partners.amazonaws.com/partners/001E000000YKGRRIA5/Queue-it
https://www.carahsoft.com/queue-it%23contracts
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We installed the system in a few days, and we’re 
very happy with Queue-it’s technical support. 
We’ve reached our goal.
Fausto Mancini, Key Account Manager, Minsait

“ “
Now it's unthinkable to launch a 
booking site without Queue-it.
Masanobu Tenjin, Director for Digital Shift Promotion, 
Tokyo Metropolitan Government's Bureau of Digital Service

“ “

We could save our system thanks to 
the queue system we implemented.
Alessandro Di Bello, General Manager, InnovaPuglia
“ “



Summing up
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Deliver a citizen experience 
you can be proud of, no matter 
the demand

Find out how

IS AN OFFICIAL 

PARTNER OF

COVID-19 vaccinations have accelerated and stress-tested digital 

transformations in government. 

The lessons we’ve learned throughout the pandemic give us insight not 

only into improving vaccination registrations, but also into optimizing 

GLJLWDO�SXEOLF�VHFWRU�VHUYLFHV�OLNH�H�KHDOWK��GLJLWDO�LGHQWLǓFDWLRQ��RQOLQH�

taxation, unemployment registration, and much more.

To create citizen-centric services, governments should take into con-

sideration 6 steps moving forward:

1. Establish the proper channels for communication, and provide
accurate and transparent information to build trust and set
expectations

2. Focus on UI and UX to simplify services and make them
more intuitive

3. Ensure public sector websites are scalable can manage
high-demand

4. Take steps to make digital services fair and accessible to all

5. Ensure citizens’ data and personal information is secure

6. Carefully consider the value and utility of public-private
partnerships
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https://queue-it.com/public-sector/?utm_source=digital_public_services&utm_medium=pdf&utm_campaign=guides


How to ensure your website is 
prepared for the surge in voter 
registrations
Published: 24 Jul 2024

Every election cycle for the past decade has brought with it high-pro�le crashes of registrations sites at critical moments. “We weren’t 
expecting so much tra�c,” is no longer an excuse citizens or the media will accept. Discover how major public sector organizations 
prepare their websites for surging tra�c with a virtual waiting room.

As the November general election approaches, is your voter registration website prepared to handle 
demand?

Last election, voter registration surges crashed websites in Florida, Virginia, Minnesota, and Pennsylvania.

These crashes not only frustrated citizens looking to ful�l their democratic duty, they also lead to lawsuits, 
emergency extensions of voting periods, and countless social media complaints and negative headlines.

And the voter registration site crashes are ramping up again. In May of this year, voter registration for just 
the primary elections crashed Georgia’s My Voter Page site.

“In the years I’ve been doing this I’ve never seen it be down for this long,” said Stephanie Ali, policy director 
with the New Georgia Project. “So we have to have our con dence that this is getting fixed, that this is 
going to be stronger and that this is going to handle a higher volume going into November and frankly 
beyond.”

Discover why public sector organizations in New Hampshire, Minnesota, and Oregan use virtual waiting 
rooms to handle demand during surging traffc, how these solutions work, and why it’s so hard to keep 
your site online during large spikes in activity.

https://www.linkedin.com/sharing/share-offsite/?url=https%3A%2F%2Fqueue-it.com%2Fblog%2Fvoter-registration-website-crashes%2F
https://twitter.com/intent/tweet?url=https%3A%2F%2Fqueue-it.com%2Fblog%2Fvoter-registration-website-crashes%2F&text=Every%20election%20brings%20with%20it%20high-profile%20crashes%20of%20voter%20registration%20websites.%20Discover%20how%20major%20public%20sector%20organizations%20prepare%20their%20websites%20for%20surging%20traffic%20with%20a%20virtual%20waiting%20room.&via=queueit
https://www.facebook.com/sharer.php?u=https%3A%2F%2Fqueue-it.com%2Fblog%2Fvoter-registration-website-crashes%2F
https://www.wrdw.com/2024/05/22/ga-voter-website-crash-stirs-concerns-about-november-election/


Why do governments use virtual waiting rooms
for voter registration?
Public sector organizations across the globe use virtual waiting rooms to protect their websites from 
surging tra�c and ensure a fair and reliable online experience during high-demand registrations.

Many public sector orgs have learned the hard way that website tra�c is unpredictable and can spike 
suddenly. Voters rush your website in the thousands if it’s mentioned on primetime news, linked to on a 
major news site, or even posted on Instagram by a public �gure.

A spokesperson for the Florida Department of State, for example, told The Markup that “an 
unprecedented 1.1 million requests per hour” had taken down their registration site.

And when Taylor Swift posted about vote.org on Instagram, the site reported a 1,226% increase in tra�c 
within an hour. Andrea Hailey, their CEO, said, "Our site was averaging 13,000 users every 30 minutes.”

Web tra�c surges cause sites to slow down, produce errors, and crash altogether. These site problems:

Frustrate citizens: voters who’ve set aside time to register are met with slow, buggy, and crashed sites,

causing frustration and harming trust in government.

Damage reputation: frustrated citizens turn to social media to complain, journalists write news articles

about the failure, tarnishing your reputation.

Drain resources: IT teams work frantically to restore the site, while service and marketing teams work

on crisis management.

Impact democracy: voters who try to register and can’t because of a crashed site may never return. “If

you’re not maintaining critical infrastructure and it results in people not being able to vote, that’s voter

suppression by inaction,” says Ryan Snow from the Lawyer’s Committee for Civil Rights under Law.

Source: Sam Morris, The Markup

https://themarkup.org/election-2020/2020/10/27/voter-registration-websites-crashing-failures
https://www.npr.org/2023/09/22/1201183160/taylor-swift-instagram-voter-registration
https://themarkup.org/election-2020/2020/10/27/voter-registration-websites-crashing-failures


“If you go down, it's the worst thing in the world. Because it’s part of your 
profession, it’s the service you have stewardship for. We’re held to having 
a worldwide 24-hour available service. And solutions like Queue-it help 
you ensure that’s maintained.”

SIMON WATSON, TECHNICAL LEAD

READ THE FULL STORY

That’s why, when faced with unprecedented demand, public sector orgs like The State of New Hampshire’s 
Department of Information Technology, ID.me, The Minnesota Department of Revenue and Minnesota IT 
Services, and the U.K.’s national passport o�ce use a virtual waiting room.

By giving you control over online tra�c, a virtual waiting room lets you:

Ensure website performance: The virtual waiting room captures sudden surges in web tra�c before

they hit your site and allows you to control the rate at which visitors get access, ensuring you never

exceed the technical capacity of your systems.

Improve citizen experience: Virtual waiting rooms replace the frustrating experience of a website

crash or slowdown with transparent and controlled access, including detailed wait information on a

branded page that can feature important info like registration deadlines and necessary

documentation.

Deliver fair access: virtual waiting rooms provide sophisticated fairness mechanisms by ensuring �rst-

come-�rst-served site access and allowing visitors to get noti�ed when it’s their turn.

https://themarkup.org/election-2020/2020/10/27/voter-registration-websites-crashing-failures
https://stage-queue-it8.euwest01.umbraco.io/success-stories/home-office-uk/


How does a virtual waiting room work?
Virtual waiting rooms work by automatically redirecting online visitors to a waiting room when they enter a 
protected part of the user journey, for example visiting a landing page or proceeding to a registration 
form.

Visitors are seamlessly �owed from the site or page to a branded waiting room like the one below, where 
they see their number in line, their estimated wait time, and a progress bar. They experience a short, 
informed wait, then are �owed back to your site at the rate it can handle in a fair, controlled order.

While organizations often customize their waiting rooms both in style and in URL to look like the original 
site, the visitors in them are hosted on the virtual waiting room provider’s servers. This means no strain is 
placed on the target website’s servers while visitors wait for access.

Controlling the �ow of tra�c not only keeps your site online, it can also save you time and money. In a 
recent survey, Queue-it customers reported a 35% decrease in server scaling costs and a 50% decrease in 
the number of sta� needed on-call during registrations.

Let’s look at some real-world examples that show how virtual waiting rooms protects government 
websites during large spikes in activity like voter registrations.

Queue-it customers report a 35% decrease in server scaling costs and 50%
decrease in the number of staff needed on-call during registrations.



New Hampshire’s DoIT knew their site could handle up to 1,000 visitors arriving per minute. What they 
didn’t know was when (or if) tra�c would exceed this threshold. The team set up Queue-it’s virtual waiting  
room to monitor tra�c to the registration page 24/7, and only activate if tra�c exceeded 1,000 visitors per 
minute.

When tra�c exceeded this amount, instead of the site crashing, visitors were automatically redirected to a 
customized waiting room. They experienced a short wait, then were �owed straight back to the website to 
register for their vaccinations in fair, �rst-come, �rst-served order.

Case study: New Hampshire’s State CIO
Delivers Reliable Digital Services at Scale
When the New Hampshire Department of Information Technology (DoIT) initially launched vaccination 
registrations to citizens, “it just wasn’t a good citizen service experience,” says Denis Goulet, New 
Hampshire’s CIO. “People were having trouble with the system. We had partial transactions, data issues, 
and a not-so-elegant throttling system. Call center tra�c skyrocketed.”

These issues incited immediate and immense pressure from both citizens and the media to get the next 
round of registrations right—which is why Goulet and his team implemented Queue-it.



“I loved the peace of mind Queue-it gave us—the knowledge that our 
systems weren’t going to crash ... I can count on one hand the number of 
times in my career I've implemented a new technology and it exceeded my 
expectations. Queue-it is one of those times, both in how easy it is to 
implement, and in how well it works.”

DENIS GOULET, NEW HAMPSHIRE STATE CIO

READ THE FULL STORY

As the chart below shows, web tra�c remained mostly below the threshold the site could handle, but it 
was unpredictable. At around midnight on April 2nd, tra�c suddenly spiked to over 1,500 visitors per 
minute. With Queue-it in place, the waiting room activated automatically, protecting the site and ensuring 
a seamless service experience for citizens.

https://stage-queue-it8.euwest01.umbraco.io/success-stories/new-hampshire-department-of-information-technology/


Public sector virtual waiting room registration
examples

The virtual waiting room isn’t just used for voter and vaccination registration. It’s used by governments

across the globe for a wide variety of digital services that are at risk of crashing due to spikes in traffic.

The Minnesota Department of Revenue and Minnesota IT Services use a virtual waiting room to

control traffic surges during popular rebate registrations.

ID.me uses Queue-it to protect against activity spikes on their digital identification network, which

serves over 130 million members across the U.S.

The U.K. Government’s national passport service uses Queue-it 24/7 to protect against surges in traffic

caused by news mentions.

An Oregan Parks & Recreation organization uses Queue-it to handle the 800% traffic spikes they get

during recreational activity registrations.

The Catalonian Government has Queue-it’s virtual waiting room running on 10 distinct digital public

services.

Home O�ce U.K.'s virtual waiting room for passport applications

https://www.revenue.state.mn.us/press-release/2024-06-25/minnesota-e-bike-rebate-application-reopens-july-2
https://stage-queue-it8.euwest01.umbraco.io/success-stories/home-office-uk/
https://stage-queue-it8.euwest01.umbraco.io/success-stories/bend-park-and-recreation-district/


Why don't websites just scale for voter
registration traffic spikes?
They do. But at scale, every system breaks.

There is no “too big to fail” in the world of websites. Amazon, Walmart, Apple, the IRS—surging web tra�c 

has taken all of them o�ine.

As Governor DeSantis said after Florida’s voter registration crash: “You can have the best site in the world, 
but sometimes there are hiccups … If 500,000 people descend at the same time, it creates a bottleneck.”

If you’re preparing for a surge in tra�c during voter registration, you’ll want to optimize your website in 
many ways, including scaling your systems.

But scaling alone is expensive at best, and risky at worst. It can be:

Expensive: Most websites are built to perform under their usual amount of tra�c. Building a website

that can handle huge tra�c peaks that only come a few times a year is like buying a house with 10

extra bedrooms and bathrooms because your family comes to visit sometimes—it’s expensive,

impractical, and unnecessary.

Reactive: Because tra�c levels are hard to predict and autoscaling takes time to kick in, your systems

likely won’t be ready in the critical moment they’re needed.

Risky: Even if autoscaling or pre-scaling could handle these surges, bottlenecks almost always emerge.

As Gabriel Sterling, chief operating o�cer of the Georgia Secretary of State’s O�ce said of Georgia’s

voter registration crash, “It’s not just the user, it’s the things they’re requesting. When you’re

requesting to download a sample ballot, it’s a lot more capacity than it is if you’re just looking at your

polling location.”

A virtual waiting room complements your autoscaling approach and gives you con�dence your site will 
perform by controlling what other crash-prevention tactics can't: the �ow of tra�c to the site.

“Paying for super scaled up infrastructure is pointless when we don't need it 
most of the time. Queue-it offered that extra level of security and the ability 
to control the traffic spikes. It’s a very cost-effective way of managing 
demand."

KEVIN LEWIS, PRODUCT MANAGER, HIS MAJESTY'S PASSPORT OFFICE

READ THE FULL STORY

https://stage-queue-it8.euwest01.umbraco.io/%7BlocalLink:umb://document/4c20d4bd305c4faca265b4a5936f3666%7D
https://eu.detroitnews.com/story/news/nation/2020/10/06/florida-looking-into-crash-voter-registration-site/3637822001/
https://stage-queue-it8.euwest01.umbraco.io/blog/optimize-website-performance-expert-tips/


Failing to prepare means preparing to fail
Every election cycle for the past decade has brought with it high-pro�le crashes of registrations sites at 
critical moments. “We weren’t expecting so much tra�c,” is no longer an excuse citizens or the media will 
accept.

If you want to preserve citizen’s trust and stay out of the news this election cycle, you need to prepare 
your site for the fast-approaching surge in voter registrations.

With a virtual waiting room solution like Queue-it, you get con�dence and peace of mind knowing this 
surge won't turn into a technical crisis. You can keep your site online, control your scaling costs, and save 
your reputation and your resources.

A virtual waiting room complements your autoscaling approach and gives you con�dence your site will

perform by controlling what other crash-prevention tactics can't: the �ow of tra�c to the site.

“Paying for super scaled up infrastructure is pointless when we don't need it
most of the time. Queue-it offered that extra level of security and the ability
to control the traffic spikes. It’s a very cost-effective way of managing
demand."

KEVIN LEWIS, PRODUCT MANAGER, HIS MAJESTY'S PASSPORT OFFICE

READ THE FULL STORY

Failing to prepare means preparing to fail

Every election cycle for the past decade has brought with it high-pro�le crashes of registrations sites at

critical moments. “We weren’t expecting so much tra�c,” is no longer an excuse citizens or the media will

accept.

If you want to preserve citizen’s trust and stay out of the news this election cycle, you need to prepare

your site for the fast-approaching surge in voter registrations.

With a virtual waiting room solution like Queue-it, you get con�dence and peace of mind knowing this

surge won't turn into a technical crisis. You can keep your site online, control your scaling costs, and save

your reputation and your resources.

“Paying for super scaled up infrastructure is pointless when we don't need it 
most of the time. Queue-it offered that extra level of security and the ability 
to control the traffic spikes. It’s a very cost-effective way of managing 
demand."

KEVIN LEWIS, PRODUCT MANAGER, HIS MAJESTY'S PASSPORT OFFICE

READ THE FULL STORY

https://stage-queue-it8.euwest01.umbraco.io/blog/autoscaling-is-hard-infographic/
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