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ABOUT ME

Svenja Wiegemann

Digitalisation Expert | City of Hamburg | 04/24 

Focus on UX & Service Design

25 years in digital communication & agencies:

Sports Journalist, Product Manager, Concept 

Developer, Creative Director & Founder
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LET’ S GET STARTED …

Think 2 minutes about your worst 

experience you had with public digital 

services. 

Who likes to share?
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MY FEELINGS WHEN DEALING WITH ADMINISTRATIVE 
SERVICES

I don’t 

get it …
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insecure

What are the 

consequences

?

Input field too 

small - UI problem 

or is my answer 

wrong?

nervous to 

click "submit"

uncertainIs it a trick 

question?



INSIGHTS FROM RECENT USER RESEARCH ON ONLINE 
SERVICES
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"I sometimes feel that decisions 

are very dependent on the 

individuals I have to deal with." 

"I always think that I'm in 

jail with at least one leg - I 

just want to do the right 

thing."

"They just want us 

citizens to do their 

work!" 



SATISFACTION WITH DIGITAL ADMINISTRATION

• In Germany 61% are satisfied with the online services 

provided by the city/municipality*

• Hamburg:

• satisfaction rate 70%*

• 77% of the citizens used online services in the past year*

• online availability of all administrative services is high, 

1598 services are available online (820 Germany-wide, 

778 HH)**

Quellen: 

* eGovernment MONITOR 2025 https://initiatived21.de/presse/egovernment-monitor-2025-wie-die-digitale-verwaltung-helfen-kann-staatsvertrauen-zurueckzugewinnen

** Dashboard Digitale Verwaltung https://dashboard.digitale-verwaltung.de/verfuegbarkeit/verwaltungsleistungen, September 2025
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SO, EVERYTHING'S FINE IN HAMBURG?
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• internal analytics dashboard (dropout rate, feedback component …)

• if the rates are low we take a closer look at analytics data and do a 

heuristic UX check, sometimes user tests
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EXAMPLE: 

FAMILIARITY



PATHS WE GO IN GERMANY / HH
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Vision: 

• broad usage (services, portals …)

• alignment of logins and accounts

• one account for all services



PATHS WE GO IN GERMANY / FHH 
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• Digitale Dachmarke with elements 

of trust, incl. KERN design system

• Servicestandard, DIN SPEC

Hamburg:

Agency for online services, service design team,

catalogue of patterns, standardized field labels, 

guidelines for language and naming ...



LINK LIST

Dachmarke: https://bmds.bund.de/service/digitale-dachmarke

KERN UX Standard: https://www.kern-ux.de/

Servicestandard: https://servicestandard.gov.de/

DIN SPEC 66336: https://servicestandard.gov.de/din-spec-66336/
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IT'S ALSO ABOUT THE DETAILS ... 



NOW IT‘S YOUR TURN

1. What word best describes how you 

feel using online public services?

2. How should digital government 

make you feel?
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RESULTS
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HOW TO IMPROVE THE EXPERIENCE?

• Get together in groups and discuss 

your personal experiences.

• Come up with ideas to improve 

positive feelings when using a digital 

service.

• Note ideas on cards
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PRESENTATION OF IDEAS 

& DISCUSSION
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RESULTS
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• design for central policies

• make the edge case the standard approach for service development

• there should be a human contact for the 5-15% who get lost



WRAP UP:

What do you want to improve in 2026?

What would you like to see improved?
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THANK YOU!

svenja.wiegemann@sk.hamburg.de

 

Seite 19

Mediaserver Hamburg / Andreas Vallbracht
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